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How to Usethe Data Book

This book is organized into major sections to facilitate ease of reading. The magor sections are
listed in the Table of Contents and are labeled. Within each section, the results are presented
following the order of the questions in the survey pertaining to that particular section. For
example, questions related only to Case Managers are presented, usually, by question order in
the Case Manager section. Some exceptions to this ordering have been made when questions that
are very related appear far apart within the survey. In addition, questions related to overall
satisfaction (e.g., Question 41— Overall Satisfaction with the Case Manager) are presented first,
though they appear in the survey at the end of each section. The sample selected for the 2001
survey consisted of those members from Phase 11 who were still digible for inclusion in the
study and those individuals who recently enrolled in an AHCCCS health plan. The two main
populations of members in a nursing facility (NF) and those in a home or community based
setting (HCBS) were maintained, as was the age group representations of 18-64 and 65 and
older. Since the number of members who changed health plans was small (352, or about 7
percent), they were al included in the sample regardless of being contacted in Phase Il or not.

For current placement, HCBS includes respondents living at home, in assisted living facilities
(ALF) or in adult foster care (AFC). The data for these HCBS components (i.e., home, ALF and
AFC) have been combined to provide more meaningful results.

Since thisis a follow-up survey (the first survey was conducted in 2000), the results of the 2000
survey are presented along with the 2001 survey results, when available. Some questions for the
2001 survey are new.

The demographic and sampling section (i.e., Section I1) graphically depicts the overal eligible
population, the sampled population and the respondents from the sampled population. This
information was contained in the Arizona Long Term Care System’s (ALTCS) data and was
supplied for the entire eligible population prior to sampling. Once surveys were completed, the
data from ALTCS was merged with the surveyed member. Characteristics of respondents and
non-respondents are reported separately at the end of Section Il using this merged ALTCS data.

Each graph in Sections I11 and 1V includes the survey question number, a brief description of the
guestion and the total number of respondents to that question. Section Il considers proxy
involvement, survey understanding, health status and living choices. The results to the main
guestions of the survey can be found in Section V. In addition to displaying the percentages,
each graph shows how respondents answered the question. Due to rounding, percentages on the
graphs may not total to 100 percent.

All of the questions were not answered by al of the respondents. This occurs for a variety of
reasons. For example, some questions pertain to only those consumers living in a nursing
facility, while other questions may be restricted by proxy or age group. Questions about cultural
needs (e.g., Question 72 — How satisfied are you that the doctor takes your specia cultural needs
into consideration?) frequently were answered as “Does Not Apply.” Such responses are
excluded from the analysis so as not to skew the distribution of those who answered the question.



Some consumers (or proxies) may have smply chosen not to answer particular questions. In
these instances, the survey is still valid, but the respondent is removed from the denominator for
that particular question. No attempt was made to determine why a specific question was
unanswered. Finally, a few questions had too few responses to be meaningful and, therefore, are
not presented. For example, Question 133 (If your complaint has not been settled, have you been
informed about how to get help from AHCCCS?) only had eight responses.

The footnote for each graph may or may not include a reference to a“p-value.” Thisis displayed
only when there is a statistical difference by the specified category (e.g., age group or current
placement). A p-value that is less than 0.05 is considered to be statisticaly significant. For
example, Question 73 concerns Overall Satisfaction with the Doctor and is statistically different
(p-value = 0.005) between consumer and proxy respondents. However, the results are not
statistically different between survey years (i.e, consumer and proxy respondents were
consistent in their responses for each year). Further analysis reveals that consumers tended to
rate the satisfaction with their doctors somewhat higher than the proxy respondents did. Question
50 (Do you have one person you think of as your doctor?) shows that consumers are much more
likely to be able to identify their doctors (p-value = 0.007). Further analysis reveals that proxy
respondents tended to rate the satisfaction with their doctors somewhat higher (or 1 percent
higher) than the consumer respondents did.

As of October 2000, two additional health plans began accepting ALTCS consumers. At the end
of Section IV, questions about open enrollment, or why the consumer changed health plans, were
examined
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ArizonaLong Term Care System’s (ALTCYS)
Consumer Satisfaction Survey in Maricopa County

Summary of 2000 and 2001 Sampling Methodology

Eligible Population

The fina €ligible population for the 2000 survey was 6,925 consumers. As of May 2001,
approximately 24 percent (1,664) of the eligible population were either deceased or no longer
eligible. Therefore, the final eligible population for the 2001 survey was 5,261 consumers.

AHCCCS provided the database of 5,261 members who met the eligibility criteria to Hedth
Services Advisory Group, Inc. (HSAG). The digibility criteria included members who were 18
years of age and older, who had been continuously enrolled in the ALTCS program for at least
one year with no more than a one-month (i.e., 30 days) gap in enrollment and who were currently
enrolled in the program.

Response Rate

For the survey conducted in 2000, the mortality rate for the ALTCS population was expected to
be approximately 10 percent per year, and the survey was expected to yield a 70 percent
response rate. HSAG subcontracted with Arizona State University (ASU) to perform the actual
survey. The 70 percent response rate was recommended by ASU, with general agreement from
AHCCCS based on a prior survey. The surveys were completed by telephone. When a member
could not respond, a proxy was surveyed. The final sample size in 2000 consisted of 1,031
respondents, representing a 69 percent response rate. The dropout rate (i.e., mortality or loss of
eligibility) for the 2000 survey sample of 1,031 respondents was nearly 13 percent, or 130
members.

The 2001 survey utilized the same methodology for 1,413 consumers. Only 1,121 consumers
were actually eligible for the survey (i.e., 287 consumers either were deceased or lost eligibility
prior to the administration of the survey). The response rate for the 2001 survey was 75 percent
and had afinal sample size of 844 respondents out of the 1,121 eligible membersin the sample.

Sample Selection

The sample selection criteria for the 2001 survey were similar to that of the 2000 survey.
(Following this section, are two flow diagrams illustrating the survey selection for the two
surveys.) Two main populations were determined to be of interest to AHCCCS; those members
in a nursing facility (NF) and those in a home or community based setting (HCBS). These two
settings were initially proportionately stratified. Additionally, sampling was to be performed to
provide adequate age group representations for comparison. However, since this was a follow-up
survey, consumers who responded to the 2000 survey were automatically selected for the 2001
sample.
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Another area of focus was on those members who changed health plans once they were given the
choice. This number was small (only 352, or about 7 percent of the remaining eligible 5,261
members). After the initia sampling was completed, all members who changed hedth plans
were added to the sample.

A final sample size of 1,413 members was drawn for the survey. The eligible population
distribution showed 52 percent of the 1,413 members were in a NF and 48 percent were HCBS.
The distribution by age group for the eligible population was 26 percent for 18-64 years of age,
and 74 percent for 65 years and older. The initial sample of 1,413 (or 26.9 percent of the eligible
population) was designed to account for mortality and non-response (including an oversample
for consumersin the 18 to 64 year age group) and is displayed in the table below.

Sample Size for 2001 Survey

Current Placement 18-64 65+ Total
NF 215 484 699
HCBS 285 429 714
Total 500 913 1,413
Sample Sizefor Baseline Survey (2000)

18-64 65+ Total
NF 405 629 1,034
HCBS 314 473 787
Total 719 1,102 1,821

Char acteristics of Respondents and Non-Respondents

The final sample size consisted of 1,413 ALTCS consumers. There were 844 respondents to the
survey and 282 consumers who did not respond (287 of the non-respondents were actually
ingligible for the survey because they had died or were no longer members at the time the survey
was conducted). The differences between the respondents and the non-respondents are presented
at the end of this section. Demographic characteristics, such as age, gender and current
placement, showed no difference between respondents and non-respondents. However, of those
844 consumers who responded, about half (or 49 percent) were in a nursing facility. Among the
352 digible consumers who changed health plans, 174 (or 49.4 percent) responded to the survey.
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2000 ALTCS SURVEY SAMPLING PROCESS

Eligible Population = 6,925

Selected for Sample
=1,821

Not Selected for Sample
=5,104

Not Eligible, Deceased or
No Longer Enrolled
=317

Valid Sample Cases

=1,504

Responded = 1,031

68.5%

Did Not Respond = 473
31.4%
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2001 ALTCS SURVEY SAMPLING PROCESS

Phase Il Population | stil Eligible | NotPart of -
=6,925 > = 5,261 > Phase Il >
' ' = 4,360
\ 4 v v A
Deceased or Responded in
Ineligible Phase Il Changed Health
=1,664 =901 Plans = 292
130from 1,534 from
Phase Il Population Y
Respondents P
Final Sample "
Size=1,413 [
Ineligible Eligible
=292 =1,121
844 277
Respondents Did Not Respond
75.3% 24.7%

Did Not Change
Health Plans
= 4,063

New Sample
Cases = 220
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2001
Distribution of Age
Total Eligible Population of 5,261

Mean Age=82.6 Years

65 & Older
(N=3,870)
74%

18to 64
(N=1,391)
26%

Mean Age=48.8 Years

Overall Mean Age=73.7 Years
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Per cent

2001

Distribution of Age Groups by Category
Among All 5,261 Eligible Members

100
80
60
40 313
26.7
15.6
20 135 52
3.6
0
18- 34 35-54 55 - 64 65-74 75 - 84 85+
O Per cent 3.6 13.5 9.4 15.6 26.7 31.3
Number 188 708 495 822 1403 1645

Mean Age=73.7 Years

2001

Distribution of Gender
Total Eligible Population of 5,261

Female
(N=3,618)
69%

Male
(N=1,643)
31%
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2001
Distribution of Race/ Ethnicity
Total Eligible Population of 5,261

100
80 75.7
c 60
o)
d
o 40
20 133
I_I 7.0 1.3 2.6
0
White Hispanic Black Natlhve Other
American
O Per cent 75.7 13.3 7.0 1.3 2.6
Number 3984 702 371 68 136
2001 Response Rates
Origina Sample Size = 1,413 or 26.9% of the
Eligible Population (N = 5,261)
100
80
59.5
c 60
L)
o
a 40
20.6 19.6
20 —
0
Ineligible No Response Responded
O Per cent 20.6 19.6 59.5
Number 292 277 844

Final Response Rate = 844/ (1,413-292 Ineligible) = 75.3%
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2001
Sample Selection

Eligible Population (N = 5,261)
- Continuoudly Enrolled in ALTCSat Least One Year
and Currently Still Enrolled
- Allowed Only A One Month Gap in Enrollment

- Must beat Least 18 Years of Age

Stratified Random Sample (N=1,413)
- Nursing Facility (NF) or Home/Community Based
Services (HCBS)
- Age Groups of 18-64, and 65 Years of Ageor Older

2001
Distribution of Age Among
All 844 Respondents

18to 64
(N=298)
35%

65 & Older
(N=546)

65%

Mean Age=70.8 Years
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2001
Distribution of Age Groups
Among All 844 Respondents

100
80
60
40
26.0 25.7
4.3
ol e [
18 - 34 35-54 55-64 65-74 75 - 84 85+
Per cent 4.3 16.9 14.1 13.0 26.0 25.7
Number 36 143 119 110 219 217
2001

Distribution of Gender Among
All 844 Respondents

Female Male
(N=556) (N=288)
66% 34%
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2001
Distribution of Race/Ethnicity
Among All 844 Respondents
100
80 76.2
60
40
20 14.3
5.8
0 | | 1'? Lj
White Hispanic Black A:eeltrli\:::m Other
@ Percent 76.2 14.3 5.8 1.0 2.7
Number 643 121 49 8 23
2001
Characteristics of Respondents
inthe ALTCS Survey

Eligible Population (N=5,261) Respondents (N = 844)

* 74% Over Age65 65% Over Age65
69% Female 66% Female

* 52% in Nursing Facility 50% in Nursing Facility
* 48% in HCBS * 50% in HCBS

* 7% Changed Health 21% Changed Health
Plans During Open Plans During Open
Enrollment Enrollment
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2001
Characteristics of Respondents Versus
Non-Respondentsin the ALTCS Survey

Respondents (N=844) Non-Respondents (N=569)

65% Over Age 65 65% Over Age 65
66% Female * 64% Female

49% in Nursing Facility 50% in Nursing Facility
51% in HCBS * 50% in HCBS

21% Changed Health 31% Changed Health
Plans During Open Plans During Open
Enrollment Enrollment

2001
Question 1: Is Respondent the Consumer or a Proxy?
Total Respondents = 844

Consumer
(N =202)
24%

Proxy
(N = 642)

76%
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2001

Question 201: Degree of Proxy Involvement
Total Respondents = 637

100
80
- 60
o 42.7
(]
o 40 29.2
o
17.4
20 107
0
Daily A Few Times A Few Times L ess Often
Per Week Per Month
E Percent 42.7 29.2 17.4 10.7
Responses 272 186 111 68

Notes: Percents may not add to 100 dueto rounding. Not all questions were answer ed by all respondents.
Therewere 642 proxy respondentsfor the survey.
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I1l. GENERAL CHARACTERISTICSAND FINDINGS
BY TYPE OF RESPONDENT
AND HEALTH STATUS



UNDERSTANDING OF THE SURVEY



Question 400: Interviewer’s Rating of Respondent
Total Respondents = 844

100 Q3 6
80 A
= 60 -
(o)
o
3]
o 40 -
20 A
5.9
0.4 0.1
01 — == — ,
Under stood All Difficulty with |Difficulty with at e
. Lots of Difficulty
or Most Some Questions Least 10
Per cent 93.6 5.9 0.4 0.1
Number 790 50 3 1

Question 401A: Interviewer’s Rating
Was Language a Problem?
Total Respondents = 844

No (N =

830)

98%

Yes (N = 14)

2%
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Question 401B: Interviewer’s Rating
Was Hearing a Problem?
Total Respondents = 844

No (N = 815)
97%

Yes (N = 29)

3%
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HEALTH STATUS



Survey 2001
Question 5: Current Health Status,
by Age Group

Total Respondents = 838

Total Respondents = 294

Good to
Excellent
(N = 116)
3%

Poor or Fair
(N=178)
61%

18- 64 Yearsof Age

Total Respondents = 544

Poor or Fair
(N =383)
70%

Good to
Excellent

(N =161)
30%

65 Y earsof Ageor Older

Notes: Not all questions wer e answer ed by all respondents. Resul ts by age group are statistically
different with ap-value = 0.004

Survey 2001
Question 5: Current Health Status,
by Respondent
Total Respondents = 838

Total Respondents =201 Total Respondents = 637

Poor or Fair
(N=443)
70%

Poor or Fair
(N=118)
59%

Consumer Respondent Proxy Respondent

Notes: Percents may not add to 100 due to rounding. Not all quedionswer e answer ed by all respondents.
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Survey 2001
Question 5: Current Health Status,
by Current Placement

Total Respondents = 834

Total Respondents = 422 Total Respondents = 412

Poor or Fair
(N=281)

68%

HCBS NF

Notes: Percents may not add to 100 dueto rounding. Not all quedionswer e answer ed by all respondents.
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V. RESULTSOF THE CONSUMER
SATISFACTION SURVEY



CASE MANAGERS



Survey Year 2001
Question 10: Do Consumers Know Their Case

Manager, Comparison Between Consumers Who
Changed and Who Did Not Change Health Plans

Total Respondents = 174 Total Respondents = 622

Yes
(N = 138)

Yes
(N = 471)

79% 76%

Changed Health Plans Did Not Change Health Plans

Note: Not all questions wer e answer ed by all respondents.




Survey Year 2001
Question 10: Do Consumers Know Their Case Manager,
by Age Group

Total Respondents = 294 Total Respondents = 539

18 - 64 Years of Age 65 Years of Age or Older

Note: Not all questions were answered by all respondents.

Question 41: Overall Satisfaction with Case Manager,
Comparison of Consumers Who Changed and Who Did Not

Health Plans
0 Same Cas= Manager Different Case Manager
N =39 N =85
100
80
= 60
o
O
fof] 40 A
o
20 A
ery I s ey
Satisfied Satisfied Neutral |Dissatisfied Dissatisfied
O Same Case M anager 51.3 38.5 2.6 7.7 0.0
Different Case M anager 52.9 28.2 1.2 15.3 2.4

Notes: Percents may not add to 100 due to rounding. Not all quedions were answered by all respondents.
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Question 41: Overall Satisfaction with Case Manager,
Comparison Among Consumers 18 to 64 Y ears of Age
Who Changed and Who Did Not Change Health Plans

O Changed Hedlth Plan Did Nat Change Hegdlth Plan

N =55 N =161
100
80
"%' 60
o
o5 40 A
aQ
o —I —
0 [ o
Very Satisfied|  Satisfied Neutral | Dissatisfied | _ V&Y
y Dissatisfied
@ Changed Health Plan 546 309 00 109 36
Did Not ChangeHealth Plan 634 202 06 56 12

Notes: Percents may not add to 100 due to rounding. Not all questionswer e answer ed by all respondents.

Question 41: Overall Satisfaction with Case Manager
Comparison Among Consumers 65 Y ears of Age or Older Who
Changed and Who Did Not Change Health Plans

O Changed Hedlth Plan Did Nat Change Hedlth Plan
N

=82 N = 299
100
80
*%‘ 60
(&)
o 40 A
[
20 7
0
VaySaisfied| Satified | Neutral | Dissatisfied | V&Y
y Dissatisfied
3 Changed Heslth Plan 549 280 24 146 00
Did Not ChangeHesith Plan 575 395 07 20 03

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answered by all respondents. Results
arestatistically different (p-value = 0.000).
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Question 41: Overall Satisfaction with Case Manager
Comparison Among Consumers Who Changed and \WWho Did Not
Change Health Plans, by Consumer Respondent

O Changed Hedlth Plan Did Nat Change Hegdlth Plan

N=41 N =118
100
80
—
= 60 =
o
O 40 1
o
°] —L —
0 Vay
Vey Sttidied| Satidfied Neutral Disstidfied Dissatisfied
0 Changed Hedlth Plan 439 342 00 171 49
Did Nat ChangeHedlth Plan 62.7 297 00 5.9 17

Notes: Percents may not add to 100 due to rounding. Not all questionswer e answer ed by all respondents.

Question 41: Overall Satisfaction with Case Manager
Comparison Among Consumers Who Changed and Who Did Not
Change Health Plans, by Proxy Respondent

O Changed Heedlth Plan Did Not Change Hedlth Plan

N =96 N =342
100
80
*é‘ 60
o
o 40
o
20 T
0 Vey
Vey Sttidied| Satidfied Neutral Dissatisfied Dissatisfied
O Changed Hedlth Plan 594 271 21 115 00
Did Nat ChangeHedlth Plan 585 38.0 09 23 03

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents. Results
are statistically different (p-value = 0.001).
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Question 41: Overall Satisfaction with Case Manager
Comparison Among HCBS Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Hedlth Plan Did Nat Change Hegdlth Plan

N =87 N =266
100
80
*%' 60
o
O 40 1
o
N _. L —
0 Vay
Vey Sttidied| Satidfied Neutral Disstidfied Dissatisfied
0 Changed Hedlth Plan 56.3 253 12 149 23
Did Nat ChangeHedlth Plan 688 252 04 49 0.8

Notes: Percents may not add to 100 due to rounding. Not all questions were answered by all respondents. Results
arestatistically different (p-value = 0.013).

Question 41: Overall Satisfaction with Case Manager
Comparison Among NF Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan
N =50 N =191

100
80
*g' 60
(&)
oo 40 T
o
20 1
0
VeaySaisied Satisfied | Neutral | Dissatisfied | . V&Y
y Dissatisfied
@ Changed Health Plan 520 %60 20 100 00
Did Not Change Heaith Plan 471 508 10 05 05

Notes: Percents may not add to 100 due to rounding. Not all questions were answered by all respondents. Results
arestatistically different (p-value = 0.002).
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Question 12: How Satisfied are you that your
Case Manager Listens, Comparison Among Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =136 N =458
100
80
*S' 60
-
40
o
20
O f— ’—L | —
Veay Satidied| Satidfied Neutral Dissatidfied very
y Dissatisfied
O Changed Health Plan 529 30.2 15 125 29
Did Nat Change Health Plan 55.5 38.0 2.4 31 11

Notes: Percents may not add to 100 due to rounding. Not all questions were answered by all respondents. Results
are statistically different (p-value = 0.000).

Question 12: How Satisfied are you that your
Case Manager Listens, Comparison Among Consumers 18 to 64
Y ears of Age Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =56 N =161
100
80
48' 60
o
o 40 -
(ol
20 -
0 i ’—h
- - e Very
Very Sttified|  Satisfied Neutral Dissatisfied Dissaticfied
o Changed Hedlth Plan 57.1 28.6 18 10.7 18
Did Not ChangeHeslth Plan| 60.2 29.2 31 56 19

Notes: Percents may not add to 100 dueto rounding. Not all quetionswere answer ed by all respondents.
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Question 12: How Satisfied are you that your
Case Manager Listens, Comparison Among Consumers 65 Y ears of
Age or Older Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =80 N =297
100
80
*g' 60
(&)
5 o
(ol
20 -4
0 —
- - A Very
Very Satidfied|  Satidfied Neutral Dissatidfied Dissatigfied
|I:I Changed Health Plan 50.0 312 12 138 3.8
| Did Not ChangeHealth Plan| 529 428 20 17 0.7

Notes: Percents may not add to 100 dueto rounding. Not all questionswer e answer ed by all respondents. Results
are statistically different (p-value = 0.000).

Question 12: How Satisfied are you that your
Case Manager Listens, Comparison Among Consumers Who
Changed and Who Did Not Change Health Plans, by Consumer

Respondent
O Changed Health Plan Did Not Change Health Plan
N =41 N =117
100
80
= 60
2
o} 40
(ol
20 ~
0 h I S—
L - e Very
Vey Satiffied| Satidfied Neutra Dissatisfied Dissatisfied
|EI Changed Hedlth Plan 488 26.8 0.0 195 4.9
| Did Nat Change Hedlth Plan 598 29.1 0.8 86 17

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.
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Question 12: How Satisfied are you that your
Case Manager Listens, Comparison Among Consumers Who
Changed and Who Did Not Change Health Plans, by Proxy

Respondent
O Changed Health Plan Did Not Change Health Plan
N=95 N =341
100
a0
v 60
o
(@]
] 40 1
o
m -
O — | ’—|
Vaystifial| Stisied | Natrd | Dissaisied | o Vo
@ Changed Heslth Plan 547 316 21 95 21
Did Not ChangeHesith Plan| 540 411 29 12 09

Notes: Percents may not add to 100 due to rounding. Not all questionswere answered by all respondents. Results
are statistically different (p-value= 0.000).

Question 12: How Satisfied are you that your
Case Manager Listens, Comparison Among HCBS Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =87 N =265
100
a0
*g' 60
5
40 -
o
20 -
0 ’—h
e - g Very
Very Satidied| Satidfied Neutral Dissatisfied Dissatisfied
O Changed Hedlth Plan 56.3 27.6 0.0 115 4.6
Did Nat Change Heslth Plan 619 32.8 04 38 11

Notes: Percents may not add to 100 dueto rounding. Not all questions were answered by all respondents. Results
are statistically different (p-value = 0.017).
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Question 12: How Satisfied are you that your
Case Manager Listens, Comparison Among NF Consumers Who
Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =49 N =190
100
80
*S' 60
5
40
o
20
0 o
- - L Very
Vey Satidfied|  Satidfied Neutral Dissatified Dissatisfied
O Changed Hedlth Plan 469 A7 4.1 143 0.0
Did Nat Change Hedlth Plan 46.8 453 5.3 16 10

Notes: Percents may not add to 100 due to rounding. Not all questions were answered by all respondents. Results
are statistically different (p-value = 0.002).

Question 20: Case Manager Involves
Consumersin Decision Making, Comparison Among Consumers
Who Changed and Who Did Not Change Health Plans

[0 Changed Health Plan Did Not Change Health Plan

N =133 N =451
100
80
*8' 60
5
40
o
20
0 — ’—h
e - g Very
Very Satidied| Satidfied Neutral Dissatisfied Dissatisfied
O Changed Hedlth Plan 519 33.1 3.8 90 2.3
Did Nat Change Heslth Plan 517 404 2.9 44 0.7

Notes: Percents may not add to 100 dueto rounding. Not all questions were answered by all respondents.
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Question 20: Case Manager Involves
Consumersin Decision Making, Comparison Among Consumers
18 to 64 Y ears of Age Who Changed and Who Did Not Change

Health Plans
O Changed Heslth Plan Did Not Change Health Plan
N =52 N =157
100
80
= 60
:
b 40
20 1
0 s [
Very Satisfied|  Satisfied Neutral Dissatisfied Di;’;; o
O Changed Heglth Plan 57.7 288 338 58 38
Did Not ChangeHedlth Plan| 535 357 2.6 70 13

Notes: Percents may not add to 100 due to rounding. Not all questions were answered by all respondents.

Question 20: Case Manager Involves
Consumersin Decision Making, Comparison Among Consumers
65 Y ears of Age or Older Who Changed and Who Did Not

Change Hedalth Plans
O Changed Health Plan Did Not Change Health Plan
N=81 N =294
100
80
= 60
:
$ 40
20
O | ’—L
Vay Sitisiied| Satisfied | Netrd | Dissatisfied Di;’;é o
@ Changed Heslth Plan 482 3538 37 111 1.2
Did Not ChangeHeslth Plan|  50.7 429 3.1 31 03

Notes: Percents may not add to 100 dueto rounding. Not all questions were answered by all respondents. Results
are statistically different (p-value = 0.033).
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Question 20: Case Manager Involves
Consumersin Decision Making, Comparison Among Consumers
Who Changed and Who Did Not Change Health Plans, by
Consumer Respondent

O Changed Health Plan Did Not Change Health Plan

N =39 N =117
100
80
*S' 60
5
40
o
20
. — | e
- - L Very
Vey Satidfied|  Satidfied Neutral Dissatified Dissatisfied
0O Changed Hedlth Plan 51.3 282 2.6 12.8 5.1
Did Nat Change Hedlth Plan 538 359 1.7 6.8 17

Notes: Percents may not add to 100 due to rounding. Not all questions were answered by all respondents.

Question 20: Case Manager Involves
Consumers in Decision Making, Comparison Among Consumers
Who Changed and Who Did Not Change Health Plans, by Proxy

Respondent
O Changed Hesalth Plan Did Not Change Health Plan
N=9 N =334
100
80
= 60
2
[ 40 T
(al
20 11
0 | ’—h
g - . . g Vey
Vey Satidfied |  Satisfied Neutral Dissatisfied Dissaticfied
0 Changed Hedlth Plan 521 35.1 4.3 74 11
Did Nat Change Hedlth Plan 509 419 3.3 36 0.3

Notes: Percents may not add to 100 due to rounding. Not all questions were answered by all respondents.
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Question 20: Case Manager Involves
Consumers in Decision Making, Comparison Among HCBS
Consumers Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =84 N =259
100
80
"S' 60
(@]
o 40 A
o
m -
0
Vey Stisiied | Satisfied | Neurdl | Dissatisfied | _ V&Y
Dissatisfied
0 Changed Hesith Plan 536 33 24 83 24
Did Not ChanceHeatth Plan| 61,0 317 19 46 08

Notes: Percents may not add to 100 dueto rounding. Not all questions were answer ed by all respondents.

Question 20: Case Manager Involves
Consumersin Decision Making, Comparison Among NF
Consumers Who Changed and Who Did Not Change Health Plans

[0 Changed Health Plan Did Not Change Health Plan

N =49 N =189
100
80
*8' 60
5
40 11
o
20 77
0 [ ’—h
e - g Very
Very Satidied| Satidfied Neutral Dissatisfied Dissatisfied
O Changed Hedlth Plan 490 32.6 6.1 102 2.0
Did Nat Change Heslth Plan 3.7 51.8 4.2 3.7 0.5

Notes: Percents may not add to 100 dueto rounding. Not all questions were answered by all respondents.
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Question 25: Case Manager is Reachable
Comparison Among Consumers Who Changed and Who Did Not

Change Health Plans
O Changed Health Plan Did Not Change Health Plan
N =105 N =326
100
3
O 40
(al
20 =+
0 e [ 1
Vay Easy Easy Neutral Hard VeyHard
@ Changed Heglth Plan 4438 333 19 86 114
Did Not ChanceHeglth Plan| ~ 39.9 49.1 12 80 18

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answered by all respondents. Results
are statistically different (p-value = 0.000).

Question 25: Case Manager is Reachable, Comparison Among
Consumers 18 to 64 Y ears of Age Who Changed and Who Did Not

Change Health Plans
O Changed Hesalth Plan Did Not Change Health Plan
N =42 N =127
100
o
(&)
E -
a
20 u
0 __ mm
Veay Easy Easy Neutral Had VeyHard
| Changed Heslth Ptan 548 190 0.0 71 190
[mDid Not Change Health Plan| 433 457 16 79 16

Notes: Percents may not add to 100 dueto rounding. Not all questionswer e answer ed by all respondents. Results
are statistically different (p-value = 0.000).
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Question 25: Case Manager is Reachable, Comparison Among
Consumers 65 Y ears of Age or Older Who Changed and Who
Did Not Change Health Plans

O Changed Hesalth Plan Did Not Change Health Plan

N =63 N =199
100
5
o
0]
o
0 — I_- I —
Vay Eayy Easy Neutral Hard VeayHard
||:| Changed Heslth Plan 381 29 32 95 6.4
|[mDid Not ChengeHeslth Plan] ~ 37.7 513 10 8.0 20

Notes: Percents may not add to 100 dueto rounding. Not all questions wer e answer ed by all respondents.

Question 25: Case Manager is Reachable, Comparison Among
Consumers Who Changed and Who Did Not Change Health Plans, by
Consumer Respondent

O Changed Hesalth Plan Did Not Change Health Plan

N=34 N =091
100

5

o

as -

a

20 4 |
0 — ’_h |
Veay Easy Easy Neutral Hard VeyHard

| Changed Heslth Ptan 529 88 0.0 176 206
|m Did Nat Change Hedlth Plan 26 450 22 99 33

Notes: Percents may not add to 100 dueto rounding. Not all questionswer e answer ed by all respondents. Results
are statistically different (p-value = 0.000).
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Question 25: Case Manager is Reachable, Comparison Among
Consumers Who Changed and Who Did Not Change Health
Plans, by Proxy Respondent

O Changed Health Plan Did Not Change Health Plan

N=71 N =235
100
5
(&)
o} 40 11
(a
20 -
0 N | I
Vay Easy Easy Neutral Hard VeyHard
O Changed Heglth Plan 408 451 2.8 4.2 7.0
Did Nat Chanoe Hedlth Plan 400 50.6 0.8 7.2 13

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answered by all respondents. Results
are statistically different (p-value = 0.047).

Question 25: Case Manager is Reachable Consumersin Decision
Making, Comparison Among HCBS Consumers Who Changed
and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =75 N =212
100
80
4%' 60
O
aj -
(ol
20 =+
. . [m
Vey Eay Easy Neutral Hard VeryHard
O Changed Hedlth Plan 453 280 2.7 10.7 133
Did Nat Chanoe Hedlth Plan 439 439 14 9.0 19

Notes: Percents may not add to 100 due to rounding. Not all questions were answer ed by all respondents. Results
are statistically different (p-value = 0.001).
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Question 25: Case Manager is Reachable Consumersin Decision
Making, Comparison Among NF Consumers Who Changed and
Who Did Not Change Hedlth Plans

O Changed Health Plan Did Not Change Health Plan

N =30 N=112
100
5
(&)
o} 40
(a
20 -
0 i [ e
Vay Easy Easy Neutral Hard VeyHard
O Changed Heglth Plan 433 46.7 0.0 33 6.7
Did Nat Chanoe Hedlth Plan 321 59.8 0.9 54 18

Notes: Percents may not add to 100 dueto rounding. Not all questions were answer ed by all respondents.

Question 26: Case Manager Provides Help Needed
Comparison Among Consumers Who Changed and Who Did Not

Change Hedlth Plans
[0 Changed Health Plan Did Not Change Health Plan
N =105 N =325
100
80
*§' 60
o} 40
a1
20
0 — ’—h 1
Very Satisfied|  Satified Neutrd | Dissatisfied Di;’;é a
@ Changed Heglth Plan 505 286 48 105 5.7
Did Not ChangeHeslth Plan| 532 39.1 2.8 37 12

Notes: Percents may not add to 100 due to rounding. Not all questions were answered by all respondents. Result are
statistically different (p-value=0.002).
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Question 26: Case Manager Provides Help Needed
Comparison Among Consumers 18 to 64 Y ears of Age
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =42 N =127
100
80
*S' 60
5
40 1
o
20 1
0 ——— ’—h
- - L Very
Vey Satidfied|  Satidfied Neutral Dissatified Dissatisfied
0O Changed Hedlth Plan 548 238 2.4 119 71
Did Nat Change Hedlth Plan 543 346 3.2 6.3 16

Notes: Percents may not add to 100 due to rounding. Not all questions were answered by all respondents.

Question 26: Case Manager Provides Help Needed
Comparison Among Consumers 65 Y ears of Age or Older
Who Changed and Who Did Not Change Health Plans

[0 Changed Health Plan Did Not Change Health Plan

N =63 N =198
100
80
*8' 60
5
40
o
20
0 [ o —
e - g Very
Vey Satidied|  Satidfied Neutral Dissatisfied Dissatisfied
O Changed Health Plan 476 318 6.4 95 48
Did Nat Change Heslth Plan 525 419 25 20 1.0

Notes: Percents may not add to 100 dueto rounding. Not all questions were answered by all respondents. Result are
statistically different (p-value=0.007).
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Question 26: Case Manager Provides Help Needed
Comparison Among Consumers Who Changed and Who Did Not
Change Hedlth Plans, by Consumer Respondent

[ Changed Health Plan B Did Not Change Health Plan

N=34 N =92
100
80
*g' 60
(&)
T 40
(al}
m -
0 e ’_h [ -
(6 - P Very
Vey Satidied| Satidfied Neutral Dissatidfied Dissatigfied
o Changed Hedlth Plan 471 25 29 176 838
Did Nat ChangeHedlth Plan A4 37 33 65 22

Notes: Percentsmay not add to 100 dueto rounding. Not all questions wer e answer ed by all respondents.

Question 26: Case Manager Provides Help Needed
Comparison Among Consumers Who Changed and Who Did Not
Change Health Plans, by Proxy Respondent

[0 Changed Health Plan Did Not Change Health Plan

N=71 N =233
100
80
*§' 60
o} 40
(ol
20
0 e [ o
- - N Vey
Vey Satidied| Satidfied Neutral Dissatisfied Dissaticfied
0O Changed Hedlth Plan 521 310 5.6 7.0 42
Did Nat ChangeHedlth Plan 52.8 41.2 2.6 26 0.9

Notes: Percents may not add to 100 due to rounding. Not all questions were answered by all respondents. Result are
statigtically different (p-value=0.045).
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Question 26: Case Manager Provides Help Needed
Comparison Among HCBS Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N=75 N =212
100
80
*g 60
8]
T T
o
20 -4
0 [ o ’—h I S
- - L Very
Very Satidfied|  Satidfied Neutral Dissatidfied Dissatigfied
|I:I Changed Health Plan 493 29.3 53 107 53
|= Did Not ChangeHeslth Plan 599 321 28 38 14

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents. Result are
statistically different (p-value=0.034).

Question 26: Case Manager Provides Help Needed
Comparison Among NF Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =30 N=111
100
80
*g 60
&)
o} 40
(ol
20
0 — ] m
- - e Very
Very Satidfied | Satisfied Neutral Dissatiffied Dissatisfied
O Changed Hedlth Plan 533 26.7 3.3 10.0 6.7
Did Not Change Hedlth Plan 14 52.2 2.7 2.7 0.9

Notes: Percents may not add to 100 due to rounding. Not all questionswere answer ed by all respondents. Result are
statistically different (p-value = 0.030).
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Question 27: Case Manager Shows Respect
Comparison Among Consumers Who Changed and Who Did Not

Change Hedlth Plans
O Changed Health Plan Did Not Change Health Plan
N =137 N =459
100
80
= 60 T
:
b 40
20
0 — v
Very Satiffied| ~ Satisfied Neutral | Dissatisfied Di&;é o
@ Changed Heglth Plan 613 314 2.2 44 0.7
Did Not ChangeHeslth Plan|  69.1 281 0.9 13 06

Notes: Percents may not add to 100 due to rounding. Not all questions were answered by all respondents.

Question 27: Case Manager Shows Respect
Comparison Among Consumers 18 to 64 Y ears of Age
Who Changed and Who Did Not Change Health Plans

[0 Changed Health Plan Did Not Change Health Plan

N =55 N =159
100
80
*8' 60 T
o
40 1
o
1 —.
O | — ] [— |
Vey Siisiied| Satisfied | Neura | Dissatisfied | &Y
y Dissatisfied
@ Changed Heelth Plan 65.4 29.1 1.8 18 18
Did Nat Change Heslth Plan 711 24.5 1.3 25 0.6

Notes: Percents may not add to 100 dueto rounding. Not all questions were answered by all respondents.
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Question 27: Case Manager Shows Respect
Comparison Among Consumers 65 Y ears of Age or Older
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N=82 N =300
100
80
*S' 60
5
40
o
20
0 Very
Vey Satidfied|  Satidfied Neutral Dissatified Dissatisfied
O Changed Hedlth Plan 585 329 2.4 6.1 0.0
Did Nat Change Heslth Plan 68.0 30.0 0.7 0.7 0.7

Notes: Percents may not add to 100 due to rounding. Not all questions were answered by all respondents. Result are
statistically different (p-value=0.008).

Question 27: Case Manager Shows Respect
Comparison Among Consumers Who Changed and Who Did Not
Change Health Plans, by Consumer Respondent

[0 Changed Health Plan Did Not Change Health Plan

N =41 N =119
100
80
*8' 60
v
40
o
N l
0 Very
Very Satidied| Satidfied Neutral Dissatisfied Dissatisfied
O Changed Health Plan 438 43.9 0.0 49 2.4
Did Nat Change Hedlth Plan 731 235 0.8 17 0.8

Notes: Percents may not add to 100 dueto rounding. Not all questions were answered by all respondents.
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Question 27: Case Manager Shows Respect
Comparison Among Consumers Who Changed and Who Did Not
Change Health Plans, by Proxy Respondent

O Changed Health Plan Did Not Change Health Plan

N =96 N =340
100
80
*S' 60 1
5
40 1
o
20 1
0 —
- - L Very
Vey Satidfied|  Satidfied Neutral Dissatified Dissatisfied
O Changed Hedlth Plan 66.7 26.0 31 42 0.0
Did Nat Change Hedlth Plan 67.6 297 0.9 12 0.6

Notes: Percents may not add to 100 due to rounding. Not all questions were answered by all respondents.

Question 27: Case Manager Shows Respect
Comparison Among HCBS Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =87 N =266
100
80
*S' 60
5
40
o
N —.
0 Very
Vey Satidfied|  Satidfied Neutral Dissatified Dissatisfied
O Changed Hedlth Plan 632 287 1.2 58 12
Did Nat Change Hedlth Plan 733 233 0.8 15 11

Notes: Percents may not add to 100 due to rounding. Not all questions were answered by all respondents.
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Question 27: Case Manager Shows Respect
Comparison Among NF Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =50 N =190
100
80
*S' 60
5
40
o
20
0 —
- - L Very
Vey Satidfied|  Satidfied Neutral Dissatified Dissatisfied
O Changed Hedlth Plan 580 36.0 4.0 20 0.0
Did Nat Change Hedlth Plan 632 A7 1.0 10 0.0

Notes: Percents may not add to 100 due to rounding. Not all questions were answered by all respondents.

Question 40: Case Manager Considers Cultural Needs
Comparison Among Consumers Who Changed and Who Did Not
Change Hedlth Plans

O Changed Health Plan Did Not Change Health Plan

N=92 N =302
100
80
*S' 60
5
40
o
20
0 I S N
- - o Very
Vey Satidfied|  Satidfied Neutral Dissatified Dissatisfied
O Changed Hedlth Plan 435 413 6.5 65 22
Did Nat Change Health Plan 50.7 430 1.0 46 0.7

Notes: Percents may not add to 100 due to rounding. Not all questions were answered by all respondents. Results
arestatistically different (p-value = 0.015).
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Question 40: Case Manager Considers Cultural Needs
Comparison Among Consumers 18 to 64 Y ears of Age
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =45 N =104
100
80
*S' 60
5
40
o
20
o 0 B oy S
- - L Very
Vey Satidfied|  Satidfied Neutral Dissatified Dissatisfied
O Changed Hedlth Plan 444 356 89 6.7 44
Did Nat Change Hedlth Plan 538 404 1.0 38 10

Notes: Percents may not add to 100 due to rounding. Not all questionswer e answer ed by all respondents.

Question 40: Case Manager Considers Cultural Needs
Comparison Among Consumers 65 Y ears of Age or Older
Who Changed and Who Did Not Change Health Plans

[0 Changed Health Plan Did Not Change Health Plan

N =47 N =198
100
80
*8' 60
5
40
o
20
0 [ S |
e - g Very
Vey Satidied|  Satidfied Neutral Dissatisfied Dissatisfied
O Changed Health Plan 126 46.8 4.3 64 0.0
Did Nat Change Hedlth Plan 49.0 444 1.0 5.0 0.5

Notes: Percents may not add to 100 due to rounding. Not all questionswere answer ed by all respondents.
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Question 40: Case Manager Considers Cultural Needs
Comparison Among Consumers Who Changed and Who Did Not
Change Health Plans, by Consumer Respondent

O Changed Health Plan Did Not Change Health Plan

N =33 N =90
100
80
*S' 60
5
40
o
20 1
0 Very
Vey Satidfied|  Satidfied Neutral Dissatified Dissatisfied
O Changed Hedlth Plan 394 273 121 152 6.1
Did Nat Change Heslth Plan 63.3 333 0.0 22 11

Notes: Percents may not add to 100 due to rounding. Not all questions were answered by all respondents. Results
arestatistically different (p-value = 0.000).

Question 40: Case Manager Considers Cultural Needs
Comparison Among Consumers Who Changed and Who Did Not
Change Health Plans, by Proxy Respondent

[0 Changed Health Plan Did Not Change Health Plan

N =59 N =212
100
80
*8' 60
5
40 11
o
20 11
0 [ Ee— |
e - g Very
Very Satidied| Satidfied Neutral Dissatisfied Dissatisfied
O Changed Hedlth Plan 458 49.2 3.4 17 0.0
Did Nat Change Heslth Plan 453 47.2 1.4 5.7 0.5

Notes: Percents may not add to 100 due to rounding. Not all questionswere answer ed by all respondents.

IV-25



Question 40: Case Manager Considers Cultural Needs
Comparison Among HCBS Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =64 N =182
100
80
*S' 60
5
40
o
20
0 L —
- - L Very
Vey Satidfied|  Satidfied Neutral Dissatified Dissatisfied
O Changed Hedlth Plan 516 297 7.8 78 31
Did Nat Change Hedlth Plan 59.3 36.8 11 16 11

Notes: Percents may not add to 100 due to rounding. Not all questions were answered by all respondents. Results
arestatistically different (p-value = 0.004).

Question 40: Case Manager Considers Cultural Needs
Comparison Among NF Consumers
Who Changed and Who Did Not Change Health Plans

[0 Changed Health Plan Did Not Change Health Plan

N =28 N =118
100
80
*8' 60
v
40
o
20
0  — r—-
e - g Very
Very Satidied| Satidfied Neutral Dissatisfied Dissatisfied
O Changed Health Plan 250 67.9 3.6 36 0.0
Did Nat Change Hedlth Plan 364 53.4 0.8 9.3 0.0

Notes: Percents may not add to 100 due to rounding. Not all questionswere answer ed by all respondents.
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Survey Year 2001
Question 77: Percentage of Consumers Who Know that
AHCCCS Paysfor Their Doctor Visits, Comparison Between
Consumers Who Changed and Who Did Not Change Health
Plans

Total Respondents = 126 Total Respondents = 423

No
(N=11)
9%

Changed Health Plans Did Not Change Health Plans

Note: Not all questions were answered by all respondents. The Differ ence between consumer swho changed
health plans and consumer swho did not change health plansis statistically significant (p-value = 0.030)

Survey 2001
Question 77 Percentage of Consumers
Who Know that AHCCCS Pays for
Their Doctor Visits, by Age Group

Total Respondents = 202 Total Respondents = 366

Yes
(N =302)

83%

18 —64 Years of Age 65 Years of Age or Older

Notes: Percents may not add to 100 due to rounding. Not all quegions were answered by all respondents.
Results by age group are statistically different with a p-value = 0.005
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Survey 2001
Question 77: Percentage of Consumers WWho Know
that AHCCCS Paysfor Their Doctor Visits,
by Consumer or Proxy Respondent

Total Respondents = 147 Total Respondents = 421

Yes
(N = 358)
85%

Yes
(N = 128)
87%

Consumer Respondent Proxy Respondent

Notes: Percents may not add to 100 due to rounding. Not all quegions were answered by all respondents.

Survey 2001
Question 77 Percentage of Consumers
Who Know that AHCCCS Pays for
Their Doctor Visits, by Current Placement

Total Respondents = 316 Total Respondents = 252

Yes
(N =231)
92%

Yes
(N = 255)

81%

HCBS NF

Notes: Percents may not add to 100 due to rounding. Not all quegions were answered by all respondents.
Results by current placement are statistically different with ap-value= 0.000
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Survey Year 2001
Question 50: Do Consumers Know Their AHCCS
Doctor, Comparison Between Consumers Who
Changed and Who Did Not Change Health Plans

Total Respondents =170 Total Respondents =609

No
(N =153)
25%

Changed Health Plans Did Not Change Health Plans

Note: Not all questions were answered by all respondents.

Survey 2001
Question 50: Consumers Know
Their AHCCCS Doctor, by Age Group

Total Respondents = 287 Total Respondents = 527

18—-64 Years of Age 65 Y ears of Age or Older

Note: Not all questions were answer ed by all respondents.
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Question 73: Overall Satisfaction with Doctor
Comparison Among Consumers Who Changed and Who Did

Not Change Health Plans
O Changed Hesalth Plan Did Not Change Heelth Plan
N =128 N =439
100
80
= 60
[0}
o
o) 40
o
20 1
0 —_— T [ e |
- - . Vey
Vey Satidied| Satisfied Neutral Dissatisfied Dissatisfied
O Changad Hedlth Plan 43.0 46.1 0.0 4.7 6.2
Did Not Change Heslth Plan 50.3 40.8 18 4.8 23

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.

Question 73: Overall Satisfaction with Doctor
Comparison Among Consumers 18 to 64 Y ears of Age
Who Changed and Who Did Not Change Health Plans

O Changed Hesalth Plan Did Not Change Heelth Plan

N =48 N =154
100
80
= 60
]
o
o) 40
o
20 1
0 — —— N |
e e s Very
Vey Satidied| Satisfied Neutral Dissatisfied Dissatisfied
O Changed Hedlth Plan 458 47.9 00 21 42
Did Not Change Heslth Plan 54.6 35.1 13 5.2 3.9

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.
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Question 73: Overall Satisfaction with Doctor

Comparison Among Consumers 65 Y ears of Age or Older

Who Changed and Who Did Not Change Health Plans

O Changed Hesalth Plan Did Not Change Heelth Plan
N =80 N =285
100
80
= 60
[0}
o
o) 40
o
20 1
0 — e [l
e e s Very
Vey Satidied| Satisfied Neutral Dissatisfied Dissatisfied
O Changad Hedlth Plan 41.2 45.0 0.0 6.2 7.5
Did Not Change Heslth Plan 481 43.9 21 4.6 14

Notes: Percents may not add to 100 due to rounding. Not all questionswere answered by all respondents.

Resultsare statistically different (p-value = 0.025).

Question 73: Overall Satisfaction with Doctor

Comparison Among Consumers Who Changed and Who Did

Not Change Health Plans, by Consumer Respondent

O Changed Hesalth Plan Did Not Change Heelth Plan
N =35 N =116
100
80
= 60
]
o
o) 40
o
20 1
0 Py | l_h_
e e s Very
Vey Satidied| Satisfied Neutral Dissatisfied Dissatisfied
O Changed Hedlth Plan 486 40.0 00 29 8.6
Did Not Change Heslth Plan 62.1 27.6 17 43 43

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.
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Question 73: Overall Satisfaction with Doctor
Comparison Among HCBS Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Hesalth Plan Did Not Change Heelth Plan

N =76 N =245
100
80
= 60
]
o
o) 40
o
20 1
0 R e I —
e e s Vey
Vey Satidied| Satisfied Neutral Dissatisfied Dissatisfied
O Changed Hedlth Plan 52.6 38.2 00 4.0 5.3
Did Not Change Heslth Plan 59.6 314 16 4.9 24

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.

Question 73: Overall Satisfaction with Doctor
Comparison Among NF Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Hedlth Plan Did Not Change Hedlth Plan

N =76 N =245
100
80
2 60
[}
o
o} 40 A
o
20 1
0 —_— o [
- g g Veay
Very Satidfied|  Satisfied Neutral Dissatisfied Dissatidied
O Changed Hedlth Plan 2838 57.7 00 5.8 7.7
Did Not ChangeHeslth Plan 387 52.6 21 4.6 2.1

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.
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Question 55: How Satisfied are Y ou that Your AHCCCS
Doctor Listens, Comparison Among Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =123 N =425
100
80
<§' 60
& 40
o
20
0 e N [ e |
- - N Vey
Very Satidfied|  Satified Neutral Dissatisfied Dissatisfied
O Changed Health Plan 512 35.8 16 4.9 65
Did Not Change Hedlth Plan 525 34.4 4.0 6.8 25

Notes: Percents may not add to 100 due to rounding. Not all questions were answered by all respondents.

Question 55: How Satisfied are You that Y our AHCCCS
Doctor Listens, Comparison Among Consumers 18 to 64
Y ears of Age Who Changed and Who Did Not Change

Health Plans
OChanged Health Plan Did Not Change Health Plan
N =47 N =152
100
80
*§' 60
5o
20 11
0 —_— .
Very Satisfied|  Satisfied Neutra | Dissatisfied Di;ﬁéied
O Changed Health Plan 596 362 00 21 21
Did Not Change Health Plan 566 296 26 7.9 33

Notes: Percents may not add to 100 dueto rounding. Not all questions were answered by all respondents.
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Question 55: How Satisfied are You that Y our AHCCCS
Doctor Listens, Comparison Among Consumers
65 Y ears of Age or Older Who Changed and Who Did Not

Change Health Plans
OChanged Health Plan Did Not Change Health Plan
N =76 N =273
100
80
‘§ 60
g 40
20 A
0 —oem wm [ |
g L g Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissaticfied
O Changed Hedlth Plan 460 355 26 6.6 92
Did Not Change Heglth Plan 502 370 48 6.2 18

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answered by all respondents.
Results are statistically different (p-value = 0.036).

Question 55: How Satisfied are Y ou that Y our AHCCCS Doctor
Listens, Comparison Among Consumers Who Changed and Who
Did Not Change Health Plans, by Consumer Respondent

O Changed Health Plan Did Not Change Health Plan
N =35 =118

100
80
g o7
5
o 07
Nl Tl
0 el T e |
- - N Vey
Very Satidfied|  Satified Neutral Dissatisfied Dissatisfied
O Changed Health Plan 743 17.1 0.0 2.9 57
Did Not Change Hedlth Plan 55.1 33.9 0.8 6.8 34

Notes: Percents may not add to 100 due to rounding. Not all questions were answered by all respondents.
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Question 55: How Satisfied are Y ou that Y our AHCCCS Doctor
Listens, Comparison Among Consumers Who Changed and Who
Did Not Change Health Plans, by Proxy Respondent

O Changed Health Plan Did Not Change Health Plan
N =88 =307

100
80
*§‘ 60
o i 1
2 40
20 -
0 —an i
- . L Vey
Very Satisfied ~ Satisfied Neutral Dissatisfied Dissatisfied
|2 changed Heslth Plan 20 582 23 57 68
| Did Not Change Heglth Plan 515 A5 52 6.8 20

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.

Question 55: How Seatisfied are You that Y our AHCCCS
Doctor Listens, Comparison Among HCBS Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan
N=74 N =244

100
80
= 60 -
2
g 41
20 -
0 —
Very Satisfied|  Satisfied Neutral Dissatisfied Dis;/a?;g‘ied
@ Changed Hedlth Plan 608 270 14 4.0 6.8
Did Not Change Health Plan 623 28.7 12 5.7 2.0

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.
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Question 55: How Satisfied are you that your AHCCCS
Doctor Listens, Comparison Among NF Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan
N =49 N =181

100
80
e 60
2
g -
20 -
0 — T T T e |
Very Satisfied| Satisfied Neutral Dissatisfied Di;ﬁziaﬂ
@ Changed Hedlth Plan 367 490 20 6.1 6.1
Did Not Change Health Plan 302 420 77 8.3 2.8

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.

Question 60: AHCCCS Doctor Involves Consumer
in Decision Making, Comparison Among Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not C

hange Health Plan
N =430

N =125 =
100
80
‘g‘ 60
v
e 40
20 4
g - N Veay
Very Satisfied|  Satisfied Neutral Dissatisfied Dissatisfied
O Changed Health Plan 400 408 3.2 9.6 6.4
Did Not Change Health Plan 249 416 21 8.8 2.6

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.
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Question 60: AHCCCS Doctor Involves Consumer in Decision

Making, Comparison Among Consumers 18 to 64 Y ears of Age
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan
N =48 =151

100
80
*8‘ 60
7
7
20
0 E— I_- —"—
- - N Vey
Very Satidfied|  Satified Neutral Dissatisfied Dissatisfied
O Changed Health Plan 52.1 354 21 6.2 42
Did Not Change Hedlth Plan 457 384 2.0 113 26

Notes: Percents may not add to 100 due to rounding. Not all questions were answered by all respondents.

Question 60: AHCCCS Doctor Involves Consumer in Decision

Making, Comparison Among Consumers 65 Y ears of Age or
Older Who Changed and Who Did Not Change Health Plans

OChanged Health Plan @ Did Not Change Health Plan

N=77 N =279
100
80
*§‘ 60
b} i
2 40
20
0 —— | w
g - e Very
Very Satisfied|  Satisfied Neutral Dissatisfied Dissatidfied
O Changed Health Plan 325 44.2 39 117 78
Did Not Change Health Plan 444 434 22 75 25

Notes: Percents may not add to 100 due to rounding. Not all questions were answered by all respondents.
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Question 60: AHCCCS Doctor Involves Consumer in Decision
Making, Comparison Among Consumers Who Changed and Who
Did Not Change Health Plans, by Consumer Respondent

O Changed Health Plan Did Not Change Health Plan

N =35 N =118
100
80
§ 60
fob] i
o 40
20 -
0 I e |
- . S Vey
VerySatisfied| Satisfied Neutral Dissatisfied Dissatisfied
O Changed Hedlth Plan 543 314 00 8.6 5.7
Did Not Change Hedlth Plan 492 39.0 00 8.5 34

Notes: Percentsmay not add to 100 dueto rounding. Not all questions were answered by all respondents.

Question 60: AHCCCS Doctor Involves Consumer in Decision
Making, Comparison Among Consumers Who Changed and Who
Did Not Change Health Plans, by Proxy Respondent

OcChanged Health Plan Did Not Change Health Plan

N =90 N =312
100
80
‘§‘ 60
[} |
ol 40
20 A
0 o [ B L
e e - Very
Very Satisfied| — Satisfied Neutral Dissatisfied Dissatisfied
O Changed Health Plan 344 444 44 100 6.7
Did Not Change Hedlth Plan 433 426 29 9.0 22

Notes: Percents may not add to 100 due to rounding. Not all questions were answered by all respondents.
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Question 60: AHCCCS Doctor Involves Consumer
in Decision Making, Comparison Among HCBS Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan
N=73 N =246

100
80
I= 60
2
g 407
20 -
0 |_- I_h_
Very Satisfied| ~ Setisfied Neutral Dissatisfied Dis;/ale;g‘ied
O Changed Heelth Plan 534 A2 14 41 6.8
Did Not Change Heelth Plan 524 378 0.8 6.5 24

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.

Question 60: AHCCCS Doctor Involves Consumer

in Decision Making, Comparison Among NF Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan
N =52 N =184

100
80
2 0
g
F
ol
0 l__ ’_- l_h_
Very Satisfied|  Satisfied Neutral Dissatisfied Dis;/aie;g‘ied
@ Changed Hedlth Plan 212 500 5.8 173 5.8
Did Not Change Health Plan 348 46.7 3.8 120 2.7

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.
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Question 67: AHCCCS Doctor is Reachable

Comparison Among Consumers Who Changed and Who Did

Not Change Health Plans
O Changed Health Plan Did Not Change Health Plan
N = 110 =365
100
80
c 60
:
Q 40
N B
0 | — ] l_-_
- - N Vey
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
@ Changed Health Plan 09 318 27 218 127
Did Not Change Health Plan 280 389 25 197 11.0

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.

Question 67: AHCCCS Doctor is Reachable
Comparison Among Consumers 18 to 64 Y ears of Age
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan
N = 42 N=134

100
80
‘g‘ 60
3
Q 40
20 -
0 | — | I_._
VerySatified]  Setidfied | Neural | Dissatisfied | Vo,
ey IS1 IS1 eutr | ISl Dissatisfied
@ Changed Hesith Plan B1 33 24 190 71
Did Not Change Health Plan 216 B1 22 54 127

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.
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Question 67: AHCCCS Doctor is Reachable

Comparison Among Consumers 65 Y ears of Age or Older
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan
N =68 N =231

100
80
‘g‘ 60
o
Q 40
20 -
. N T
Vey Satisfied| Satidfied Neutral Dissatisfied vey
e’y 11 191 eutr | (K] DIMI§I31
@ Changed Hedlth Plan 265 309 29 235 16.2
Did Nat Change Hedlth Plan 316 304 26 164 10.0

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.

Question 67: AHCCCS Doctor is Reachable
Comparison Among Consumers Who Changed and Who Did
Not Change Health Plans by Consumer Respondent

O Changed Health Plan Did Not Change Health Plan
N =33 N =102

100
80
*g‘ 60
5
Q 40
. _Wr
0 m— | ’_l
Very Satisfied|  Satisfied Neutra | Dissatisfied vey
ey 1S 11 eutr | 1S Dissatisfied
O Changed Health Plan 3 03 30 21.2 12.1
Did Not Change Heslth Plan 214 3 29 216 147

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.
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Question 67: AHCCCS Doctor is Reachable

Comparison Among Consumers Who Changed and Who Did

Not Change Health Plans, by Proxy Respondent

O Changed Health Plan Did Not Change Health Plan
N=77 N =263

100
80
‘g‘ 60
o
e 40
N —.7
. — 1
Very Satisfied| Satisfied Neutral Dissatisfied very
ey (B (S]] eutr | (B]] Dissatisfied
@ Changed Hedlth Plan 29 25 2.6 21 13.0
Did Not Change Health Plan 281 411 2.3 19.0 95

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.

Question 67: AHCCCS Doctor is Reachable
Comparison Among HCBS Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan
N=71 N =232

100
80
= 60
3
gf 40
20 .
0 — [Hrm
Very Satisfied|  Satisfied Neutral Dissatisfied Dis;/ale;g‘ied
@ Changed Hedlth Plan 394 254 4.2 169 14.1
Did Not Change Health Plan 289 375 22 194 12.1

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.
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Question 67: AHCCCS Doctor is Reachable
Comparison Among NF Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan
N =39 N =133

100
80
2 60
g
F
"Il =
. — |
Very Satisfied| Satisfied Neutral Dissatisfied Dis;/af;g‘ied
@ Changed Hedlth Plan 154 436 0.0 308 10.3
Did Not Change Health Plan 263 414 30 203 9.0

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.

Question 68: AHCCCS Doctor Provides Help Needed
Comparison Among Consumers Who Changed and Who Did

Not Change Health Plans
O Changed Health Plan Did Not Change Health Plan
N =109 =356
100
80
c 60
:
o 07
20 -
0 s I_- [—
- - N Vey
Very Satisfied|  Satisfied Neutral Dissatisfied Dissatisfied
@ Changed Health Plan %7 486 00 119 28
Did Not Change Health Plan 438 24 11 104 22

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.
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Question 68: AHCCCS Doctor Provides Help Needed

Comparison Among Consumers 18 to 64 Y ears of Age
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan
N =42 N =128

100
80
‘g‘ 60
o
o 40 7
20 .
0 V_. — W
Very Satisfied| Satisfied Neutral Dissatisfied very
ery Satisfi isfi eutr i ssatisfi Dissatidied
@ Changed Hedlth Plan 405 524 0.0 4.8 24
Did Not Change Health Plan 422 398 0.8 141 31

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.

Question 68: AHCCCS Doctor Provides Help Needed

Comparison Among Consumers 65 Y ears of Age or Older
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan
N =67 N =228

100
80
‘g‘ 60
z
o 40 7
20 .
; I
Very Satisfied|  Satified Nasrd | Disstisiied | . /&Y
ey 191 IS eutr | 11 Dissatisfied
@ Changed Hedlth Plan A3 463 0.0 164 3.0
Did Not Change Health Plan 447 439 13 83 18

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.
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Question 68: AHCCCS Doctor Provides Help Needed
Comparison Among Consumers Who Changed and Who Did
Not Change Health Plans, by Consumer Respondent

O Changed Health Plan Did Not Change Health Plan
N =33 N =100

100
80
€ 60
3
g 4
20 _
0 l_. —
Very Satidfied]  Satisfied Neutral Dissatisfied Dis;/ale;g‘ied
@ Changed Health Plan 364 546 00 6.1 30
Did Not Change Hesith Plan 420 410 00 130 40

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.

Question 68: AHCCCS Doctor Provides Help Needed
Comparison Among Consumers Who Changed and Who Did
Not Change Health Plans, by Proxy Respondent

O Changed Health Plan Did Not Change Health Plan
N =76 N =256

100
80
‘g‘ 60
5
a 40 7
20 -
. [
Very Satisfied|  Satisfied Neutral Dissatisfied very
ey (B (S]] eutr | (B]] Dissatisfied
@ Changed Hedlth Plan 3638 460 0.0 145 26
Did Not Change Health Plan 445 430 16 94 16

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.
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Question 68: AHCCCS Doctor Provides Help Needed
Comparison Among HCBS Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan
N=71 N =230

100
80
e 60
2
L
20 -
0 — I_- —
Very Satisfied|  Satisfied Neutral Dissatisfied Dis;/ale;g‘ied
O Changed Heslth Plan 422 465 0.0 7.0 42
Did Nat Change Hedlth Plan 461 404 0.9 100 2.6

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.

Question 68: AHCCCS Doctor Provides Help Needed
Comparison Among NF Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan
N =38 N =126

100
80
‘g‘ 60
o
o 40 7
2 h
0 e e
Very Satisfied|  Satisfied Natrd | Dissatisiied | . "V
ery atisi S 1SBUSIE0 | pissatified
O Changed Hesith Plan %63 526 00 210 00
Did Not Change Health Plan 397 46.0 16 111 16

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.
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Question 70: AHCCCS Doctor Shows Respect,

Comparison Among Consumers Who Changed and Who Did

Not Change Health Plans

O Changed Health Plan Did Not C

hange Health Plan
N =427

N =120 =
100
80
‘g‘ 60
v
o 07
20 -
0 e [ e [ e |
g - N Veay
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
@ Changed Hedlth Plan 508 R5 4.2 6.7 58
Did Not Change Health Plan 499 301 42 44 2.3

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.

Question 70: AHCCCS Doctor Shows Respect,
Comparison Among Consumers 18 to 64 Y ears of Age
Who Changed and Who Did Not Change Health Plans

[ Changed Health Plan Did Not Change Health Plan

N =45 N =152
100
80
*8‘ 60
5
e 0T
20 H
0 Cem T~ |
g g N Vey
Very Satisfied|  Satidfied Neutra Dissatified Dissatisfied
@ Changed Health Plan 600 289 44 44 22
Did Not Change Health Plan 487 382 4.0 5.9 33

Notes: Percents may not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.
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Question 70: AHCCCS Doctor Shows Respect,

Comparison Among Consumers 65 Y ears of Age or Older

Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan
N =75 N =275

100
80
I= 60
2
L
20 -
0 e [ e [l
Veysaidie Satisied | Neal | Dissisied | [ VoY
O Changed Hesith Plan 453 U7 40 80 80
Did Not Change Health Plan 506 306 4.4 3.6 18

Notes: Percents may not add to 100 due to rounding. Not all questionswere answered by all respondents.
Results are statistically different (p-value = 0.035).

Question 70: AHCCCS Doctor Shows Respect,

Comparison Among Consumers Who Changed and Who Did

Not Change Health Plans, by Consumer Respondent

O Changed Health Plan Did Not Change Health Plan
N =35 N =116

100
80
1= 60
2
g -
20 -
0 s [ N [ e |
Very Satisfied|  Satisfied Neutral Dissatisfied Di;ﬁziaﬂ
@ Changed Hedlth Plan 571 286 29 57 57
Did Not Change Health Plan 3 353 2.6 4.3 34

Notes: Percents may not add to 100 due to rounding. Not all questionswere answered by all respondents.
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Question 70: AHCCCS Doctor Shows Respect,

Comparison Among Consumers Who Changed and Who Did

Not Change Health Plans, by Proxy Respondent

O Changed Health Plan Did Not Change Health Plan
N =85 N =311

100
80
2 60
2
g 407
20 _
0 e [ e
Very Satidfied|  Satisfied Neutral Dissatisfied Dis;/agg‘ied
O Changed Heslth Plan 482 Al 47 71 5.9
Did Nat Change Hedlth Plan 482 405 4.8 45 19

Notes: Percents may not add to 100 due to rounding. Not all questionswere answered by all respondents.

Question 70: AHCCCS Doctor Shows Respect,
Comparison Among HCBS Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan
N=74 N =244

100
80
= 60 -
2
407
20
0 —m [ N
Very Stidfied|  Satified Neutral Dissatisfied Dis;/a;g‘ied
@ Changed Hedlth Plan 622 243 27 54 54
Did Not Change Health Plan 578 R4 2.9 49 2.0

Notes: Percents may not add to 100 due to rounding. Not all questionswere answered by all respondents.
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Question 70: AHCCCS Doctor Shows Respect,
Comparison Among NF Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan
N = 46 N =183

100
80
e 60
2
407
20 -
0 [ I i —
Very Satisfied| Satisfied Neutral Dissatisfied Dis;/af;g‘ied
@ Changed Hedlth Plan 26 456 6.5 87 6.5
Did Not Change Health Plan 393 481 6.0 3.8 2.7

Notes: Percents may not add to 100 due to rounding. Not all questionswere answered by all respondents.

Question 72: AHCCCS Doctor Considers Cultural Needs
Comparison Among Consumers Who Changed and Who Did

Not Change Health Plans
O Changed Health Plan Did Not Change Health Plan
N =81 N =293
100
80
red 60
:
o 07
20 -
0 e [ ew
g - N Veay
Very Satisfied|  Satisfied Neutral Dissatisfied Dissatisfied
@ Changed Health Plan 469 432 00 62 37
Did Not Change Health Plan 488 47 20 34 10

Notes: Percents may not add to 100 due to rounding. Not all questionswere answered by all respondents.
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Question 72: AHCCCS Doctor Considers Cultural Needs

Comparison Among Consumers 18 to 64 Y ears of Age
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan
N=34 N =101

100
80
‘g‘ 60
z
[a 40 7
20 .
0 —— [
Very Satisfied|  Satified Nesrd | Disstisiied | . /&Y
ey 191 IS eutr | 11 Dissatisfied
@ Changed Hedlth Plan 529 4.1 0.0 2.9 0.0
Did Not Change Health Plan 554 396 1.0 4.0 0.0

Notes: Percents may not add to 100 due to rounding. Not all questionswere answered by all respondents.

Question 72: AHCCCS Doctor Considers Cultural Needs

Comparison Among Consumers 65 Y ears of Age or Older
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan
N =47 N =192

100
80
I= 60
2
g 41
20 -
0 e [ b [l
Very Satidfied| Satisfied Neutral Dissatisfied Dis;/aie;g‘ied
@ Changed Hedlth Plan 426 426 0.0 85 6.4
Did Not Change Health Plan 453 474 2.6 31 16

Notes: Percents may not add to 100 due to rounding. Not all questionswere answered by all respondents.
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Question 72: AHCCCS Doctor Considers Cultural Needs
Comparison Among Consumers Who Changed and Who Did
Not Change Health Plans, by Consumer Respondent

O Changed Health Plan Did Not Change Health Plan
N =24 N=79

100
80
- 60 -
3
g 4
20 _
0 R |
Very Satisfied|  Satisfied Neutra | Dissatisfied Di;;;i o
O Changed Health Plan 625 33 00 42 0.0
Did Not Change Heslth Plan 608 32 13 38 00

Notes: Percents may not add to 100 due to rounding. Not all questionswere answered by all respondents.

Question 72: AHCCCS Doctor Considers Cultural Needs
Comparison Among Consumers Who Changed and Who Did
Not Change Health Plans, by Proxy Respondent

O Changed Health Plan Did Not Change Health Plan
N =57 N =214

100
80
e 60
2
F
20 4
0 e [ e L
Very Satisfied|  Satisfied Neutra | Dissatisfied Di;;;i a
@ Changed Heslth Plan 404 474 0.0 70 53
Did Not Change Health Plan 44 486 23 33 14

Notes: Percents may not add to 100 due to rounding. Not all questionswere answered by all respondents.
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Question 72: AHCCCS Doctor Considers Cultural Needs

Comparison Among HCBS Consumers

Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan
N =56 N =177

100
80
c 60
2
407
20 -
0 e e L
Very Satisfied| Satisfied Neutral Dissatisfied Dis;/ale;g‘ied
@ Changed Hedlth Plan 518 393 0.0 36 54
Did Not Change Health Plan 599 360 17 2.3 11

Notes: Percents may not add to 100 due to rounding. Not all questionswere answered by all respondents.

Question 72: AHCCCS Doctor Considers Cultural Needs
Comparison Among NF Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan
N =25 N =116

100
80
*g‘ 60
5
e 40
20 _
0 m— h —_—
Very Satisfied|  Satisfied Neutra | Dissatisfied vey
ey 1S 11 eutr | 1S Dissatisfied
O Changed Health Plan 360 520 00 120 0.0
Did Not Change Heslth Plan 319 595 26 5.2 09

Notes: Percents may not add to 100 due to rounding. Not all questionswere answered by all respondents.
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CAREGIVERSIN THE HCBS ENVIRONMENT



Question 82: Most Important Services
for HCBS Consumers, Comparison Among Consumers
Who Changed and Did Not Change Health Plans

O Changed Health Plan

Did Not Change Health Plan

N =45 N =161
100
80
g 60
o
&
N H =
0 Attendant |Personal Care HomeHealth
Care Aide Housekeeping Aide Nursing Care | Home Meals
O Changed Health Plan 333 26.7 200 89 44 6.7
Did Not Change Health Plan 435 16.2 130 112 9.3 6.8

Notes: Percents may not add to 100 dueto rounding. Not all quegions were answered by all respondents.

Question 82: Most Important Services for HCBS
Consumers, Comparison Among Consumers 18 to 64 Y ears
of Age Who Changed and Did Not Change Health Plans

O Changed Health Plan

Did Not Change Health Plan

N =30 N=74
100
80
g 60
o
&
o |
0 Attendant |Personal Care HomeHealth
Care Aide Housekeeping Aide Nursing Care | Home Meals
O Changed Health Plan 300 30.0 16.7 67 6.7 10.0
Did Not Change Health Plan 405 189 122 95 10.8 81

Notes: Percents may not add to 100 dueto rounding. Not all quegions were answered by all respondents.
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Question 82: Most Important Services
for HCBS Consumers, Comparison Among Consumers
65 Y ears of Age or Older Who Changed and Did Not

Change Health Plans
O Changed Health Plan @ Did Not Change Health Plan
N =15 N =87
100
80
= 60
3
S 4
20+ ]
0 - - l_. [ | |
Attendant |Personal Care) .| HomeHealth .
Care Aide Housekeeping Aide Nursing Care | Home Meals
O Changed Health Plan 400 20.0 26.7 133 00 00
Did Not Change Health Plan 46.0 13.8 13.8 12.6 8.0 58

Notes: Percents may not add to 100 dueto rounding. Not all quegions were answered by all respondents.

Question 82: Most Important Services
for HCBS Consumers, Comparison Among Consumers
Who Changed and Who Did Not Change Health Plans, by
Consumer Respondent

O Changed Health Plan @ Did Not Change Health Plan

N =29 N=77
100
80
‘g 60
o]
& 40
20_ .
Attendant  |Personal Care ) HomeHealth .
Care Aide Housekeeping Aide Nursing Care | HomeMeals
|I:I Changed Health Plan 34.5 241 241 69 6.9 34
Did Not Change Health Plan 40.3 195 16.9 13.0 7.8 26

Notes: Percents may not add to 100 dueto rounding. Not all quegions were answered by all respondents.
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Question 82: Most Important Services
for HCBS Consumers, Comparison Among Consumers
Who Changed and Who Did Not Change Health Plans, by
Proxy Respondent

O Changed Health Plan @ Did Not Change Health Plan

N =16 N =84
100
80
‘g 60
g 40
20 1
0 Attendant [P alC H Health
endan ersonal Care ) ome .
Care Aide Housekeeping Aide Nursing Care | HomeMeals
|I:I Changed Heslth Plan 31.2 312 125 12.5 0.0 12.5
Did Not Change Health Plan 46.4 131 95 95 107 10.7

Notes: Percents may not add to 100 dueto rounding. Not all quegions were answered by all respondents.

Question 96: Overall Satisfaction with HCBS Caregiver
Comparison Among Consumers Who Changed and Who Did

Not Change Health Plans
O Changed Hedlth Plan Did Not Change Heelth Plan
N =45 N =160
100
80
= 60 1
@
O
fob) 40
o
20 1
0 — —
. - I Very
Very Satidfied|  Satisfied Neutral Dissatisfied Dissatigfied
O Changed Hedlth Plan 68.9 26.7 0.0 44 0.0
Did Not ChangeHedlth Plan 68.1 26.9 0.6 25 19

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answer ed by all respondents.
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Question 96: Overall Satisfaction with HCBS Caregiver
Comparison Among Consumers 18 to 64 Years of Age
Who Changed and Who Did Not Change Health Plans

O Changed Hedlth Plan Did Not Change Heelth Plan

N =30 N=73
100
80
*%' 60 1
&)
o] 40 H
o
“1 _.
0 '_h |
. - I Very
Very Satidfied|  Satisfied Neutral Dissatisfied Dissatigfied
0 Changed Health Plan 66.7 26.7 00 6.7 0.0
Did Not ChangeHedlth Plan 72.6 21.9 0.0 27 2.7

Notes: Percentsmay not add to 100 dueto rounding. Not all quedions were answer ed by all respondents.

Question 96: Overall Satisfaction with HCBS Caregiver
Comparison Among Consumers 65 Y ears of Age or Older
Who Changed and Who Did Not Change Health Plans

O Changed Hedlth Plan Did Not Change Heelth Plan

N=15 N =87
100
80
*%' 60 1
[&]
o 40 1
a
20 1
0 r ] s
Veystisied| Satified | Neutral | Dissatified | _ V&Y
Dissatified
@ Changed Hesith Plan 733 2.7 00 00 0.0
Did Not ChangeHeglth Plan 64.4 31.0 12 23 1.2

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answer ed by all respondents.
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Question 96: Overall Satisfaction with HCBS Caregiver
Comparison Among Consumers Who Changed and Who Did
Not Change Health Plans, by Consumer Respondent

O Changed Hedlth Plan Did Not Change Heelth Plan

N =29 N=77
100
80
*%' 60 1
&)
o} 40
o
N _.
0 e
. - I Very
Very Satidfied|  Satisfied Neutral Dissatisfied Dissatigfied
0 Changed Health Plan 62.1 310 00 6.9 0.0
Did Not Change Health Plan 70.1 26.0 00 26 13

Notes: Percentsmay not add to 100 dueto rounding. Not all quedions were answer ed by all respondents.

Question 96: Overall Satisfaction with HCBS Caregiver
Comparison Among Consumers Who Changed and Who Did
Not Change Health Plans, by Proxy Respondent

O Changed Hedlth Plan Did Not Change Heelth Plan

N =16 N =83
100
80 11—
*%' 60 1
&)
o] 40 H
o
20 I 1
0 e I |
. - I Very
Very Satidfied|  Satisfied Neutral Dissatisfied Dissatigfied
0 Changed Health Plan 812 188 00 00 0.0
Did Not ChangeHeglth Plan 66.3 277 12 24 2.4

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answer ed by all respondents.
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Question 85: How Satisfied are you that your HCBS
Caregiver Listens, Comparison Among Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =45 N =161
100
80
E 60
o 40 1
o
20 +
0 RN ] =1
o e - Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[@ Changed Heslth Plan 600 356 00 4.4 00
| Did Not Change Heslth Plan 67.1 26.7 12 2.5 25

Notes: Percentsmay not add to 100 dueto rounding. Not all quedions were answer ed by all respondents.

Question 85: How Satisfied are you that your HCBS
Caregiver Listens, Comparison Among Consumers 18 to 64 Y ears
of Age Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

— N=74
80
..§. 60
b 40 A
[
20
O I__ e
Veryatisied|  Satisfied | Neutral | Dissatisfied | . "o
Hy 191 191 eutr | 191 Dissatisfied
O Changed Heslth Plan 56.7 367 00 6.7 00
Did Not Change Heith Plan 676 243 14 40 27

Notes: Percents may not add to 100 dueto rounding. Not all questions wer e answer ed by all respondents.
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O Changed Health Plan

Question 85: How Satisfied are Y ou that Y our HCBS Caregiver
Listens, Comparison Among Consumers 65 Y ears of Age or Older
Who Changed and Who Did Not Change Health Plans

Did Not Change Health Plan

N =15 N =87
100
80
g O]
o
5 7
o
il _'
0 e e |
- - I Very
Very Satisfied|  Satisfied Neutral Dissatisfied T
Dissatisfied
O Changed Health Plan 66.7 333 00 0.0 00
Did Not Change Heslth Plan 66.7 28.7 12 12 2.3

Notes: Percents may not add to 100 dueto rounding. Not all questions were answered by all respondents.

Question 85: How Satisfied are Y ou that Y our HCBS Caregiver
Listens, Comparison Among Consumers Who Changed and Who
Did Not Change Health Plans, by Consumer Respondent

O Changed Hesalth Plan Did Not Change Health Plan

100 N = 29 N =77
80
§ 60
o) 40 1
o
N I
0 I S—
VerySatisfied|  Satisfied Neutral | Dissatisfied | . &Y
ay 191 191 leutr | 191 Disstisfied
O Changed Heslth Plan 517 414 00 69 00
Did Nat Change Hedlth Plan 688 260 13 26 13

Notes: Percents may not add to 100 dueto rounding. Not all questions wer e answered by all respondents.
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Question 85: How Satisfied are you that your HCBS Caregiver
Listens, Comparison Among Consumers Who Changed and
Who Did Not Change Health Plans, by Proxy Respondent

O Changed Health Plan Did Not Change Health Plan
N =16 N=384

100
80
E 60
s 40T
(ol
20 1
0 — — I
Vey Satidfied| Satisfied Neutral Dissatisfied very
ery Satidfi isfi eutr issatisfi Dissatified
O Changed Hedlth Plan 75.0 25.0 00 0.0 0.0
Did Not Change Heglth Plan 65.5 274 12 2.4 3.6

Notes: Percents may not add to 100 dueto rounding. Not all questions were answered by all respondents.

Question 86: HCBS Caregiver Involves Consumer
in Decision Making, Comparison Among Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan
N =39 N =148

100
80
; 60 H
5 40T
o
20 H
0 I
Very Satified|  Satisfied Neutral Dissatisfied Vay
ey S]] 1Sl eutr | ISt Dissatisfied
O Changed Hedlth Plan 66.7 333 00 0.0 0.0
Did Nat Change Hedlth Plan 66.9 284 07 4.0 0.0

Notes: Percents may not add to 100 dueto rounding. Not all questions wer e answered by all respondents.
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Question 86: HCBS Caregiver Involves Consumer in Decision
Making, Comparison Among Consumers 18 to 64 Y ears of Age
Who Changed and Who Did Not Change Health Plans

[0 Changed Health Plan Did Not Change Health Plan

N=25 N =67
100
80
- 60 +
o 40 1
o
20
0 — .
e g R Vey
Vey Satiffied|  Satisfied Neutral Dissatisfied Dissatisfied
0 Changed Heslth Plan 64.0 36.0 00 0.0 0.0
Did Not Change Health Plan 7.6 224 15 45 0.0

Notes: Percentsmay not add to 100 dueto rounding. Not all quedions were answer ed by all respondents.

Question 86: HCBS Caregiver Involves Consumer in Decision
Making, Comparison Among Consumers 65 Y ears of Age or
Older Who Changed and Who Did Not Change Health Plans

O Changed Health Plan

Did Not Change Health Plan

N=14 N =81
100
80
— 60 11
o 40 1
a
20
0 I
Very Satisfied|  Satisfied Neutral | Dissatisfied | . V&Y
y Disstisfied
[B changed Heslth Plan 714 286 00 0.0 00
[®Did Not Change Health Plan 630 33 00 37 00

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answer ed by all respondents.
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Question 86: HCBS Caregiver Involves Consumer in Decision
Making, Comparison Among Consumers Who Changed and Who
Did Not Change Health Plans, by Consumer Respondent

O Changed Health Plan Did Not Change Health Plan

N =26 N=71
100
80
— 60
o 40
a
20 -
O Py [ ]
Very Satisfied|  Satisfied Neutral | Dissatisfied | . V&Y
y Disstisfied
[B changed Heslth Plan 577 423 00 0.0 00
= Did Not Change Health Plan 690 26.8 14 28 00

Notes: Percentsmay not add to 100 dueto rounding. Not all quedions were answer ed by all respondents.

Question 86: HCBS Caregiver Involves Consumer in Decision
Making, Comparison Among Consumers Who Changed and Who
Did Not Change Health Plans, by Proxy Respondent

O Changed Health Plan Did Not Change Health Plan

N=13 N=77
100
80
— 60 11
o 40 1
a
20 I
0 I
Very Satisfied|  Satisfied Neutral | Dissatisfied | . V&Y
y Disstisfied
[B changed Heslth Plan 6 154 00 0.0 00
[®Did Not Change Health Plan 649 299 00 52 00

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answer ed by all respondents.
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Question 87: HCBS Caregiver is Reachable
Comparison Between 2000 and 2001

by Proxy Respondents
[0 2000 Survey 2001 Survey
100 N=117 N =93
80
— 60
c
@
O
S 40 1+
o
20 1
0 —
Very Easy Easy Neutral Hard Very Hard
0 2000 Survey 53.0 31.6 10.3 34 1.7
2001 Survey 73.1 20.4 11 4.3 1.1

Notes: Percents may not add to 100 due to rounding. Not all quedions were answered by all respondents.
Resultsarestatistically different (p-value = 0.011) by survey year.

Question 87: HCBS Caregiver is Reachable

Comparison Among Consumers Who Changed and Who Did

Not Change Health Plans
O Changed Health Plan Did Not Change Health Plan
N =42 N =148
100
80
- 60 T
§ 40 —
i
20 1
0 —— ] ’—_ —
Very Easy Easy Neutral Hard Vey Hard
[B changed Heslth Plan 619 262 24 71 24
[®Did Not Change Health Plan 649 25.0 14 5.4 34

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answer ed by all respondents.
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Question 87: HCBS Caregiver is Reachable
Comparison Among Consumers 18 to 64 Years of Age
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan

Did Not Change Health Plan

N =28 N =70
100
80
- 60 1
g
o) 40 1
o
20 17
0 S - - |
Very Easy Easy Neutral Hard Vey Hard
[B changed Heslth Plan 607 250 36 71 36
= Did Not Change Health Plan 643 20.0 14 8.6 57

Notes: Percentsmay not add to 100 dueto rounding. Not all quedions were answer ed by all respondents.

Question 87: HCBS Caregiver is Reachable
Comparison Among Consumers 65 Y ears of Age or Older
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan

Did Not Change Health Plan

N=14 N =78
100
80
- 60 1T
g
) 40 1
o
20 17
0 [ o
Very Easy Easy Neutral Hard Vey Hard
[B changed Heslth Plan 643 286 00 71 00
[®Did Not Change Health Plan 654 295 13 2.6 13

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answer ed by all respondents.
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Question 87: HCBS Caregiver is Reachable
Comparison Among Consumers Who Changed and Who Did
Not Change Health Plans, by Consumer Respondent

O Changed Health Plan Did Not Change Health Plan

N =26 N=71
100
80
- 60
g
o) 40 A
o
20
0 S h - |
Very Easy Easy Neutral Hard Vey Hard
[B changed Heslth Plan 538 269 38 15 38
= Did Not Change Health Plan 563 310 14 56 56

Notes: Percentsmay not add to 100 dueto rounding. Not all quedions were answer ed by all respondents.

Question 87: HCBS Caregiver is Reachable
Comparison Among Consumers Who Changed and Who Did
Not Change Health Plans, by Proxy Respondent

O Changed Health Plan Did Not Change Health Plan

N=16 N=77
100
80
- 60 1T
g
) 40 1
o
20 17
0 [
Very Easy Easy Neutral Hard Vey Hard
[B changed Heslth Plan 750 250 00 0.0 00
[®Did Not Change Health Plan 727 195 13 52 13

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answer ed by all respondents.
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Question 88: HCBS Caregiver Provides Help Needed,
Comparison Among Consumers Who Changed and Who Did

Not Change Health Plans
O Changed Health Plan Did Not Change Health Plan
N =41 N =141
100
80
§ 60
o 40 17
o
20 H
0 ——
Very Satified|  Satisfied | Neutral | Dissatisfied Dis\;{;ﬁi o
[B changed Heslth Plan 707 20 24 4.9 00
| = Did Not Change Heslth Plan 688 248 14 43 07

Notes: Percentsmay not add to 100 dueto rounding. Not all quedions were answer ed by all respondents.

Question 88: HCBS Caregiver Provides Help Needed,
Comparison Among Consumers 18 to 64 Years of Age
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =28 N = 66
100
80
— 60
o 40 1
o
20 +
0 _. |
o e N Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[B changed Heslth Plan 714 179 36 71 00
[®Did Not Change Health Plan 742 167 30 6.1 00

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answer ed by all respondents.
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Question 88: HCBS Caregiver Provides Help Needed,
Comparison Among Consumers 65 Y ears of Age or Older
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N=13 N=75
100
80
— 60 11
o 40 1
a
20
O S— [
Very Satisfied|  Satisfied Neutral | Dissatisfied | . V&Y
y Disstisfied
[B changed Heslth Plan 692 308 00 0.0 00
= Did Not Change Health Plan 640 320 13 27 00

Notes: Percentsmay not add to 100 dueto rounding. Not all quedions were answer ed by all respondents.

Question 88: HCBS Caregiver Provides Help Needed,
Comparison Among Consumers Who Changed and Who Did
Not Change Health Plans, by Consumer Respondent

O Changed Health Plan Did Not Change Health Plan

N =26 N = 68
100
80
— 60 +
o 40 A
o
N _.
0 e [ e
o e N Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[B changed Heslth Plan 615 269 38 77 00
[®Did Not Change Health Plan 71 21 29 2.9 00

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answer ed by all respondents.
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Question 88: HCBS Caregiver Provides Help Needed,
Comparison Among Consumers Who Changed and Who Did
Not Change Health Plans, by Proxy Respondent

O Changed Health Plan Did Not Change Health Plan

N=15 N=73
100
80
— 60 11
o 40 1
a
20
0 I — =
Very Satisfied|  Satisfied Neutral | Dissatisfied | . V&Y
y Disstisfied
[B changed Heslth Plan 867 133 00 0.0 00
= Did Not Change Health Plan 6538 274 14 55 00

Notes: Percentsmay not add to 100 dueto rounding. Not all quedions were answer ed by all respondents.

Question 91: HCBS Caregiver Shows Respect
Comparison Among Consumers Who Changed and Who Did

Not Change Health Plans
O Changed Health Plan Did Not Change Health Plan
N =45 N =161
100
80
§ 60
o 40 17
o
20 H
O e | I r—
Very Satisfied|  Satisfied Neutral | Dissatisfied Dis\;{;ﬁi o
[@ Changed Health Plan 733 22 00 4.4 00
|m Did Not Change Heslth Plan 689 261 19 19 12

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answer ed by all respondents.
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Question 91: HCBS Caregiver Shows Respect
Comparison Among Consumers 18 to 64 Years of Age
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =30 N =74
100
80
— 60
o 40 1
o
°1 l
O [ [ — ] S
o e - Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[B changed Heslth Plan 767 200 00 33 00
= Did Not Change Health Plan 703 230 27 2.7 14

Notes: Percentsmay not add to 100 dueto rounding. Not all quedions were answer ed by all respondents.

Question 91: HCBS Caregiver Shows Respect
Comparison Among Consumers 65 Y ears of Age or Older
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N=15 N =87
100
80
— 60 1
o 40 17
o
20
0 R o R
o e N Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[B changed Heslth Plan 667 267 00 6.7 00
| Did Not Change Hedlth Plan 67.8 28.7 12 1.2 12

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answer ed by all respondents.
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Question 91: HCBS Caregiver Shows Respect
Comparison Among Consumers Who Changed and Who Did
Not Change Health Plans, by Consumer Respondent

O Changed Health Plan Did Not Change Health Plan

N =29 N=77
100
80
— 60 -
o 40 A
o
N _.
0 R o R
o e - Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[B changed Heslth Plan 621 310 00 6.9 00
| Did Not Change Heslth Plan 714 24.7 13 1.3 13

Notes: Percentsmay not add to 100 dueto rounding. Not all quedions were answer ed by all respondents.

Question 91: HCBS Caregiver Shows Respect
Comparison Among Consumers Who Changed and Who Did
Not Change Health Plans, by Proxy Respondent

O Changed Health Plan Did Not Change Health Plan

N =16 N=84
100
80 H
— 60
o 40 17
o
20 H I
O I I e
o e N Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[B changed Heslth Plan B8 6.2 00 0.0 00
| Did Not Change Hedlth Plan 66.7 274 24 2.4 12

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answer ed by all respondents.
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Question 95: HCBS Caregiver Considers Cultural Needs

Comparison Among Consumers Who Changed and Who Did

Not Change Health Plans
O Changed Health Plan Did Not Change Health Plan
N =33 N =126
100
80
<§, 60
o 40 A
o
20 -
O I_I_ e
Very Satisfied|  Satified Neutral | Dissatisfied Dis\;;"i o
[B changed Heslth Plan 576 36.4 61 0.0 00
| = Did Not Change Heslth Plan 738 238 08 16 00

Notes: Percentsmay not add to 100 dueto rounding. Not all quedions were answer ed by all respondents.

Question 95: HCBS Caregiver Considers Cultural Needs
Comparison Among Consumers 18 to 64 Years of Age
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =19 N =53
100
80
— 60
o 40
a
20 -
0 . S
Very Satisfied|  Satisfied Neutral | Dissatisfied | . V&Y
y Disstisfied
[B changed Heslth Plan 526 368 105 0.0 00
[®Did Not Change Health Plan 811 170 00 19 00

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answer ed by all respondents.
Resultsarestatistically different (p-value = 0.019).
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Question 95: HCBS Caregiver Considers Cultural Needs
Comparison Among Consumers 65 Y ears of Age or Older
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N=14 N =73
100
80
— 60 11
o 40 1
a
20
0 pr— pr—
Very Satisfied|  Satisfied Neutral | Dissatisfied | . V&Y
y Disstisfied
[B changed Heslth Plan 643 357 00 0.0 00
= Did Not Change Health Plan 685 288 14 14 00

Notes: Percentsmay not add to 100 dueto rounding. Not all quedions were answer ed by all respondents.

Question 95: HCBS Caregiver Considers Cultural Needs
Comparison Among Consumers Who Changed and Who Did
Not Change Health Plans, by Consumer Respondent

O Changed Health Plan Did Not Change Health Plan

N=19 N =58
100
80
— 60
o 40 A
o
20 -
o e N Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[B changed Heslth Plan 474 421 105 0.0 00
| Did Not Change Hedlth Plan 759 20.7 17 1.7 0.0

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answer ed by all respondents.
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Question 95: HCBS Caregiver Considers Cultural Needs
Comparison Among Consumers Who Changed and Who Did

Not Change Health Plans, by Proxy Respondent

O Changed Health Plan

Did Not Change Health Plan

N=14 N = 68
100
80
— 60 11
o 40 1
a
“1 _.
O e
Very Satisfied|  Satisfied Neutral | Dissatisfied | . V&Y
y Disstisfied
[B changed Heslth Plan 714 286 00 0.0 00
= Did Not Change Health Plan 71 265 00 15 00

Notes: Percentsmay not add to 100 dueto rounding. Not all quedions were answer ed by all respondents.
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Question 100: Most Important Services for Consumersin
Nursing Facilities, Comparison Among Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan

Did Not Change Health Plan

N=95 N =343
100
80 7
g o7
g 40 1
20 1
0 I_- -
NursesAide | TherapeuticCare | Nursng Care Social Services
||:| Changed Health Plan 81.0 12.6 63 00
Did Not Change Heglth Plan 82.5 12.8 47 00

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answered by all respondents.

Question 100: Most Important Servicesfor Consumersin
Nursing Facilities, Comparison Among Consumersl8 to 64 Y ears
of Age Who Changed and Who Did Not Change Health Plans

O Changed Health Plan

Did Not Change Health Plan

N =23 N = 105
100
80 1
R
o
& 40 1
20 1
) — =
NursesAide | TherapeuticCare | Nursng Care Social Services
@ changed Health Plan 87.0 87 44 00
Did Not Change Hedlth Plan 74.3 16.2 95 00

Notes: Percents may not add to 100 due to rounding. Not all quedions were answered by all respondents.
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Question 100: Most Important Services for Consumers in Nursing
Facilities, Comparison Among Consumers 65 Y ears of Age or
Older Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N=72 N =238
100
80
‘§ 60 1
E 40 4
20 1
. -
Nurse'sAide |Therapeutic Care| Nursng Care Social Services
[@ changed Health Plan 79.2 139 69 0
Did Not Change Health Plan 86.1 11.3 25 00

Notes: Percents may not add to 100 due to rounding. Not all questionswer e answer ed by all respondents.

Question 100: Most Important Services for Consumersin
Nursing Facilities, Comparison Among Consumers Who Changed
and Who Did Not Change Health Plans, by Consumer Respondent

O Changed Health Plan Did Not Change Health Plan

N=9 N =45
100
80
8”7
g 40 1
1 1 -
0 , , ; , ,
NursesAide | TherapeuticCare | Nursng Care Social Services
@ changed Health Plan 778 22 00 00
Did Not Change Hedlth Plan 62.2 26.7 111 00

Notes: Percents may not add to 100 due to rounding. Not all quedions were answered by all respondents.
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Question 100: Most Important Services for Consumersin
Nursing Facilities, Comparison Among Consumers Who Changed
and Who Did Not Change Health Plans, by Proxy Respondent

O Changed Health Plan

@ Did Not Change Health Plan

N =86 N =298
100
80 7
8”7
g 40 1
20 1
0 I_- [
NursesAide | TherapeuticCare | Nursng Care Social Services
@ changed Health Plan 814 116 70 00
Did Not Change Health Plan 85.6 10.7 37 00

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answered by all respondents.

Question 120: Overall Satisfaction with NF Caregiver
Comparison Among Consumers 18 to 64 Y ears of Age
Who Changed and Who Did Not Change Health Plans

O Changed Hesalth Plan Did Not Change Health Plan
N=21 N =82
100
80
= 60
o
(&)
o) 40 -
ol
20 A1
0 |
- - - Vey
Very Sttidfied| Satidfied Neutral Dissatisfied Dissatisfied
|m Changed Heaith Plan 476 524 00 0.0 00
| Did Not Change Health Plan 39.0 52.4 00 85 0.0

Notes: Percents may not add to 100 due to rounding. Not all questions were answered by all respondents.
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Question 120: Overall Satisfaction with NF Caregiver
Comparison Among Consumers 65 Y ears of Age or Older
Who Changed and Who Did Not Change Health Plans

O Changed Hedlth Plan Did Not Change Heelth Plan

N =50 N =190
100
80
*%' 60
&)
o} 40
o
20 1
0 s [
. - I Very
Very Satidfied|  Satisfied Neutral Dissatisfied Dissatigfied
0 Changed Health Plan 38.0 56.0 00 6.0 0.0
Did Not ChangeHedlth Plan 52.6 405 26 42 0.0

Notes: Percentsmay not add to 100 dueto rounding. Not all quedions were answer ed by all respondents.

Question 120: Overall Satisfaction with NF Caregiver
Comparison Among Consumers Who Changed and Who Did
Not Change Health Plans, by Consumer Respondent

O Changed Hedlth Plan Did Not Change Heelth Plan

N=8 N =32
100
80
*%' 60 1
[&]
o 40 1
a
20 1
0 .
Veystisied| Satified | Neutral | Dissatified | _ V&Y
Dissatified
@ Changed Hesith Plan 750 250 00 00 0.0
Did Not Change Heelth Plan 469 469 00 62 0.0

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answer ed by all respondents.
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Question 120: Overall Satisfaction with NF Caregiver

Comparison Among Consumers Who Changed and Who Did

Not Change Health Plans, by Proxy Respondent

O Changed Hedlth Plan Did Not Change Heelth Plan

N =63 N =240
100
80
*%' 60
&)
o} 40
o
20
0 [
. - I Very
Very Satidfied|  Satisfied Neutral Dissatisfied Dissatigfied
0 Changed Health Plan 365 58.7 00 48 0.0
Did Not ChangeHeglth Plan 488 438 21 54 0.0

Notes: Percentsmay not add to 100 dueto rounding. Not all quedions were answer ed by all respondents.

Question 102: How Satisfied are you that your
NF Caregiver Listens, Comparison Among Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =83 N =320
100
80
§ 60
[} 40
a
20 -
0 [
o e N Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[B changed Heslth Plan 134 458 12 8.4 12
[®Did Not Change Health Plan 519 400 09 5.6 16

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answer ed by all respondents.
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Question 102: How Satisfied are Y ou that Your NF Caregiver
Listens, Comparison Among Consumers 18 to 64 Y ears of Age
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan

Did Not Change Health Plan

N=22 N =101
100
80
§ 60
o) 40 A
(ol
20 -
0 e
o e - Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[B changed Heslth Plan 546 36.4 00 9.1 00
| Did Not Change Heslth Plan 306 495 10 8.9 10

Notes: Percentsmay not add to 100 dueto rounding. Not all quedions were answer ed by all respondents.

Question 102: How Satisfied are you that your
NF Caregiver Listens, Comparison Among Consumers
65 Y ears of Age or Older Who Changed Health Plans

O Changed Health Plan

Did Not Change Health Plan

N =61 N =219
100
80
- 60
c
@
o
5 40-
[a
20 -
0 RN o
Very Satisfied|  Satisfied Neutral | Dissatisfied very
ery 1sh1 1St eutr al Issatisti Dissatisfied
|I:I Changed Health Plan 393 49.2 1.6 8.2 16
Did Not Change Health Plan 575 35.6 0.9 4.1 1.8

Notes: Percents may not add to 100 due to rounding. Not all quedions were answered by all respondents.
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Question 102: How Satisfied are you that your
NF Caregiver Listens, Comparison Among Consumers
Who Changed Health Plans, by Consumer Respondent

O Changed Health Plan

Did Not Change Health Plan

N=9 N=44
100
80
- 60
c
(]
o
o 40 1
o
20 -
0 ’—- —
Very Satisfied| Satisfied Neutral | Dissatisfied very
ery Satisfi isfi eutral issatisfi Dissatisfied
||:| Changed Health Plan 333 55.6 0.0 111 0.0
Did Not Change Health Plan 50.0 38.6 0.0 9.1 2.3

Notes: Percents may not add to 100 due to rounding. Not all quedions were answer ed by all respondents.

Question 102: How Satisfied are you that your
NF Caregiver Listens, Comparison Among Consumers
Who Changed Health Plans, by Proxy Respondent

O Changed Health Plan

Did Not Change Health Plan

N=74 N =276
100
80
- 60
c
@
o
5 40-
[a
20 -
0 RN -
Very Satisfied|  Satisfied Neutral | Dissatisfied very
ery 1sh1 1St eutr al Issatisti Dissatisfied
|I:I Changed Health Plan 44.6 44.6 1.4 8.1 14
Did Not Change Health Plan 52.2 40.2 1.1 5.1 1.4

Notes: Percents may not add to 100 due to rounding. Not all quedions were answered by all respondents.
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Question 103: NF Caregiver Involves Consumer
in Decision Making, Comparison Among Consumers
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan

Did Not Change Health Plan

N =82 N =308
100
80
% 60
o 40 A
a
20
0 M [N p—
o e - Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[B changed Heslth Plan 451 427 61 6.1 00
| Did Not Change Heslth Plan 497 38.6 16 7.5 2.6

Notes: Percentsmay not add to 100 dueto rounding. Not all quedions were answer ed by all respondents.

Question 103: NF Caregiver Involves Consumer in Decision
Making, Comparison Among Consumers 18 to 64 Y ears of
Age Who Changed and Who Did Not Change Health Plans

O Changed Health Plan

Did Not Change Health Plan

N=22 N =95
100
80
§ 60
[} 40 A
(ol
20 -
0 I— [ | [
o e N Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[B changed Heslth Plan 500 36.4 136 0.0 00
| Did Not Change Hedlth Plan 400 46.3 10 8.4 4.2

Notes: Percents may not add to 100 due to rounding. Not all quedions were answered by all respondents.

Resultsarestatistically different

(p-value = 0.018).
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Question 103: NF Caregiver Involves Consumer in Decision
Making, Comparison Among Consumers 65 Y ears of Age
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =60 N =213
100
80
§ 60
]
o) 40 A
a
20 -
O | — l_- e
o e - Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[B changed Heslth Plan 33 450 33 83 00
| Did Not ChangeHedlth Plan 540 35.2 19 7.0 19

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answered by all respondents.

Question 103: NF Caregiver Involves Consumer in Decision
Making, Comparison Among Consumers Who Changed and Who
Did Not Change Health Plans, by Consumer Respondent

O Changed Health Plan Did Not Change Health Plan

N=9 N =43
100
80
% 60
[} 40 A
a
20 -
0 [ | |
o e N Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[B changed Heslth Plan B3 66.7 00 0.0 00
[®Did Not Change Health Plan 42 442 00 7.0 46

Notes: Percents may not add to 100 due to rounding. Not all quedions were answered by all respondents.
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Question 103: NF Caregiver Involves Consumer in Decision
Making, Comparison Among Consumers Who Changed and
Who Did Not Change Health Plans, by Proxy Respondent

O Changed Health Plan

Did Not Change Health Plan

N=73 N =265
100
80
% 60
o 40 A
a
20
0 e [N p—
o e - Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[B changed Heslth Plan 466 39.7 68 6.8 00
| Did Not Change Heslth Plan 50.6 37.7 19 7.6 2.3

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answered by all respondents.

Question 104: NF Caregiver is Reachable

Comparison Among Consumers Who Changed and Who Did

Not Change Health Plans
O Changed Health Plan Did Not Change Health Plan
N =82 N =313
100
80
§ 60
o)) 40 A
o
20 A
0 ’—_ | —
Very Easy Easy Neutral Hard Vey Hard
[B changed Heslth Plan 524 366 12 73 24
[®Did Not Change Health Plan 466 476 06 35 16

Notes: Percents may not add to 100 due to rounding. Not all quedions were answered by all respondents.




Question 104: NF Caregiver is Reachable
Comparison Among Consumers 18 to 64 Y ears of Age
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =22 N =98
100
80
§ 60
o)) 40 A
o
20 A
Very Easy Easy Neutral Hard Vey Hard
[B changed Heslth Plan 500 409 46 46 00
| Did Not Change Heslth Plan 429 48.0 10 6.1 2.0

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answered by all respondents.

Question 104: NF Caregiver is Reachable
Comparison Among Consumers 65 Y ears of Age or Older
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =60 N =215
100
80
§ 60
o)) 40 A
(ol
20 A
0 ’—L [
Very Easy Easy Neutral Hard Vey Hard
[B changed Heslth Plan 533 350 00 83 33
| Did Not Change Hedlth Plan 484 474 05 2.3 14

Notes: Percents may not add to 100 due to rounding. Not all quedions were answered by all respondents.
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Question 104: NF Caregiver is Reachable
Comparison Among Consumers Who Changed and Who Did
Not Change Health Plans, by Consumer Respondent

O Changed Health Plan Did Not Change Health Plan

N=9 N =43
100
80
§ 60
o)) 40
o
20 A
0
Very Easy Easy Neutral Hard Vey Hard
[B changed Heslth Plan B3 333 111 22 00
| Did Not Change Heslth Plan 349 62.8 00 2.3 0.0

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answered by all respondents.
Resultsarestatistically different (p-value = 0.012).

Question 104: NF Caregiver is Reachable
Comparison Among Consumers Who Changed and Who Did
Not Change Health Plans, by Proxy Respondent

O Changed Health Plan Did Not Change Health Plan

N=73 N =270
100
80
§ 60
o)) 40 A
(ol
20 A
0 s
Very Easy Easy Neutral Hard Vey Hard
[B changed Heslth Plan 548 37.0 00 55 27
| Did Not Change Hedlth Plan 485 452 07 3.7 18

Notes: Percents may not add to 100 due to rounding. Not all quedions were answered by all respondents.
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Question 105: NF Caregiver Provides Help Needed

Comparison Among Consumers Who Changed and Who Did

Not Change Health Plans
O Changed Health Plan Did Not Change Health Plan
N =82 N = 306
100
80
§ 60
40
2
20 H
0 — [
Very Satisfied|  Satisfied | Neutral | Dissatisfied Dis\g{;ii o
[B changed Heslth Plan 300 524 00 73 12
| = Did Not Change Heslth Plan 458 464 10 5.6 13

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answered by all respondents.

Question 105: NF Caregiver Provides Help Needed
Comparison Among Consumers 18 to 64 Y ears of Age
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =22 N =96
100
80
§ 60
[} 40
a
20
O e - pr—
Very Satisfied|  Satisfied Neutral | Dissatisfied | . V&Y
y Disstisfied
[B changed Heslth Plan 182 812 00 0.0 00
[®Did Not Change Health Plan B4 531 21 83 10

Notes: Percents may not add to 100 due to rounding. Not all quedions were answered by all respondents.
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Question 105: NF Caregiver Provides Help Needed
Comparison Among Consumers 65 Y ears of Age or Older
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =60 N =210
100
80
§ 60
fob] 40 A
(a1
20 -
0 l_h
o e - Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[B changed Heslth Plan 467 417 00 100 17
| Did Not Change Heslth Plan 505 433 05 4.3 14

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answered by all respondents.

Question 105: NF Caregiver Provides Help Needed
Comparison Among Consumers Who Changed and Who Did
Not Change Health Plans, by Consumer Respondent

O Changed Health Plan Did Not Change Health Plan

N=9 N =42
100
80
§ 60
[} 40
(ol
20 -
O I_- .
o e N Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[B changed Heslth Plan 22 66.7 00 11 00
| Did Not Change Hedlth Plan H7 52.4 00 9.5 24

Notes: Percents may not add to 100 due to rounding. Not all quedions were answered by all respondents.
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Question 105: NF Caregiver Provides Help Needed
Comparison Among Consumers Who Changed and Who Did
Not Change Health Plans, by Proxy Respondent

O Changed Health Plan Did Not Change Health Plan

N=73 N =264
100
80
g 60
o) 40 A
o
20 4
0 —_— [
o e - Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[B changed Heslth Plan 411 50.7 00 6.8 14
= Did Not Change Health Plan 474 454 11 49 11

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answered by all respondents.

Question 111: NF Caregiver Shows Respect
Comparison Among Consumers Who Changed and Who Did

Not Change Health Plans,
O Changed Health Plan Did Not Change Health Plan
N =82 N =321
100
80
§ 60
1
40 A
g
20 A
0 — N e
- - i ofi Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[@ Changed Health Plan 500 451 24 0.0 24
|m Did Not Change Heslth Plan 567 380 03 4.0 0.9

Notes: Percents may not add to 100 due to rounding. Not all quedions were answered by all respondents.
Resultsarestatistically different (p-value = 0.043).
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Question 111: NF Caregiver Shows Respect
Comparison Among Consumers 18to 64 Y ears of Age
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N=22 N =101
100
80
§ 60
o) 40 A
(ol
20 -
0 [ N  —
o e - Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[B changed Heslth Plan 500 454 00 0.0 46
| Did Not Change Heslth Plan 246 495 00 4.0 2.0

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answered by all respondents.

Question 111: NF Caregiver Shows Respect
Comparison Among Consumers 65 Y ears of Age or Older
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =60 N =220
100
80
§ 60
]
[} 40 A
(ol
20 -
0 — [
o e N Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[B changed Heslth Plan 500 450 33 0.0 17
| Did Not Change Hedlth Plan 62.3 327 04 4.1 04

Notes: Percents may not add to 100 due to rounding. Not all quedions were answered by all respondents.
Resultsarestatistically different (p-value = 0.036).
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Question 111: NF Caregiver Shows Respect
Comparison Among Consumers Who Changed and Who Did
Not Change Health Plans, by Consumer Respondent

O Changed Health Plan Did Not Change Health Plan

N=9 N =43
100
80
% 60
fob] 40 A
a
20 4
0 . I_L_
o e - Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[B changed Heslth Plan 556 333 00 0.0 111
| Did Not Change Heslth Plan 465 46.5 00 4.6 2.3

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answered by all respondents.

Question 111: NF Caregiver Shows Respect
Comparison Among Consumers Who Changed and Who Did
Not Change Health Plans, by Proxy Respondent

O Changed Health Plan Did Not Change Health Plan

N=73 N =278
100
80
§ 60
[} 40 A
(ol
20 -
0 — —
o e N Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[B changed Heslth Plan 493 466 27 0.0 14
| Did Not Change Hedlth Plan 583 36.7 04 4.0 0.7

Notes: Percents may not add to 100 due to rounding. Not all quedions were answered by all respondents.
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Question 116: NF Caregiver Considers Cultural Needs,

Comparison Among Consumers Who Changed and Who Did

Not Change Health Plans
O Changed Health Plan Did Not Change Health Plan
N=44 N =214
100
80
% 60
40 -
2
20 -
O | — — | .
Very Satisfied|  Satisfied | Neutral | Dissatisfied Dis\ggii o
[B changed Heslth Plan 386 56.8 23 23 00
| = Did Not Change Heslth Plan 307 53.7 14 2.8 23

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answered by all respondents.

Question 116: NF Caregiver Considers Cultural Needs,
Comparison Among Consumers 18 to 64 Y ears of Age
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N =13 N=71
100
80
§ 60
o 40
o
20
0 [ | |
o e N Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[B changed Heslth Plan B85 615 00 0.0 00
[®Did Not Change Health Plan 296 60.6 00 7.0 28

Notes: Percents may not add to 100 due to rounding. Not all quedions were answered by all respondents.
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Question 116: NF Caregiver Considers Cultural Needs,
Comparison Among Consumers 65 Y ears of Age or Older
Who Changed and Who Did Not Change Health Plans

O Changed Health Plan Did Not Change Health Plan

N=31 N =143
100
80
§ 60
o) 40 A
a
20 -
O | — | — — e
o e - Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[B changed Heslth Plan 387 548 32 32 00
| Did Not ChangeHedlth Plan 248 50.4 21 0.7 2.1

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answered by all respondents.

Question 116: NF Caregiver Considers Cultural Needs,
Comparison Among Consumers Who Changed and Who Did
Not Change Health Plans, by Consumer Respondent

O Changed Health Plan Did Not Change Health Plan

N=3 N=33
100
80
§ 60
o 40 A
o
20
0 —— 1
o e N Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[B changed Heslth Plan 0.0 1000 00 0.0 00
[®Did Not Change Health Plan 24 485 00 3.0 6.1

Notes: Percents may not add to 100 due to rounding. Not all quedions were answered by all respondents.
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Question 116: NF Caregiver Considers Cultural Needs,
Comparison Among Consumers Who Changed and Who Did
Not Change Health Plans, by Proxy Respondent

O Changed Health Plan Did Not Change Health Plan

N=41 N =181
100
80
§ 60
o) 40 A
a
20 -
O | — Y [ — ] e
o e - Very
Very Satisfied| Satisfied Neutral Dissatisfied Dissatisfied
[B changed Heslth Plan 415 537 24 24 00
| Did Not Change Hedlth Plan 392 54.7 17 2.7 17

Notes: Percentsmay not add to 100 due to rounding. Not all quedions were answered by all respondents.

V- 94



COMPLAINTS



2001 Survey
Question 130: Consumer Knows How to Contact ALTCS
About Complaints After Seeking Help from Case Manager,
by Consumers Who Changed and Who Did Not Change
Health Plans
Total Respondents =173 Total Respondents = 626

No (N = 158)
Yes(N=468) 2%

No (N =42)
24%
75%

Yes(N = 131)
76%

Changed Health Plans Did Not Change Health Plans

Notes: Percents my not add to 100 due to rounding. Not all questions were answered by all respondents.

2001 Survey
Question 130: Consumer Knows How to Contact
ALTCS About Complaints After Seeking Help from Case
Manager, by Consumers 18 — 64 Y ears of Age
Who Changed and Who Did Not Change Health Plans

Total Respondents = 65 Total Respondents = 214

No (N =21)
%

No (N = 64)
30%

Yes(N = 150)

0%

Yes (N = 44)
68%

Changed Health Plans Did Not Change Health Plans

Notes: Percents my not add to 100 dueto rounding. Not all quest ionswer e answered by all respondents.
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2001 Survey
Question 130: Consumer Knows How to Contact
ALTCS About Complaints After Seeking Help from Case
Manager, by Consumers 65 Y ears of Age or Older
Who Changed and Who Did Not Change Health Plans

Total Respondents = 108 Total Respondents = 412

No (N = 94)
Yes(N = 318) 2%

No (N =21)

1% 7%

Yes(N=87)
81%

Changed Health Plans Did Not Change Health Plans

Notes: Percents my not add to 100 due to rounding. Not all quest ionswer e answer ed by all respondents.

2001 Survey
Question 130: Consumer Knows How to Contact
ALTCS About Complaints After Seeking Help from Case
Manager, by Consumer Respondents
Who Changed and Who Did Not Change Health Plans

Total Respondents =45 Total Respondents = 147

No (N = 38)
26%

No (N =11)
2%

Yes (N = 109)

4%

Yes(N=34)
76%

Changed Health Plans Did Not Change Health Plans

Notes: Percents my not add to 100 dueto rounding. Not all quest ionswer e answered by all respondents.
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2001 Survey
Question 130: Consumer Knows How to Contact
ALTCS About Complaints After Seeking Help from Case
Manager, by Proxy Respondents for Consumers Who
Changed and Who Did Not Change Health Plans

Total Respondents = 128 Total Respondents = 479

No (N =31)
2%

No (N = 120)
Yes(N = 359) 25%

5%

Yes(N=97)
76%

Changed Health Plans Did Not Change Health Plans

Notes: Percents my not add to 100 due to rounding. Not all quest ionswer e answer ed by all respondents.

2001 Survey
Question 130: Consumer Knows How to Contact ALTCS
About Complaints After Seeking Help from Case Manager,
by Consumers Who Changed and Who Did Not Change
Health Plans
Total Respondents =173 Total Respondents = 626

No (N = 158)
Yes(N = 468) 2%

No (N =42)
24%
75%

Yes(N = 131)
76%

Changed Health Plans Did Not Change Health Plans

Notes: Percents my not add to 100 dueto rounding. Not all questions wer e answered by all respondents.
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2001 Survey
Question 130: Consumer Knows How to Contact
ALTCS About Complaints After Seeking Help from Case
Manager, by HCBS Consumers Who Changed and Who Did
Not Change Health Plans

Total Respondents =93 Total Respondents = 311

No (N =87)
28%

No (N =23)

25%

Yes(N = 224)

Yes(N =70) 2%

™%

Changed Health Plans Did Not Change Health Plans

Notes: Percents my not add to 100 due to rounding. Not all quest ionswer e answer ed by all respondents.

2001 Survey
Question 130: Consumer Knows How to Contact ALTCS
About Complaints After Seeking Help from Case Manager,
by NF Consumers Who Changed and Who Did Not Change
Health Plans

Total Respondents = 80 Total Respondents = 311

No (N =19)
24%

No (N = 70)
Yes(N = 241) 2%

77%

Yes(N =61)
6%

Changed Health Plans Did Not Change Health Plans

Notes: Percents my not add to 100 dueto rounding. Not all quest ionswer e answered by all respondents.
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